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ABSTRACT 
 
Service delivery is the provision of basic services to the community by Local 
Government (LG).  The Water Services Act 108 of 1997 states that everyone 
should have rights to access water and sanitation.  It further states that the level of 
service it provides its consumers, however, is dependent on a number of factors as 
per clause 11 (2) (a) which articulates that every water services authority has a duty 
to all consumers or potential consumers in its area of jurisdiction to progressively 
ensure sufficient, affordable, economical and sustainable access to water services.  
Craythorne (2006:170) argued that a municipality may, in accordance with a policy 
framework it has adopted, establish a part of the municipal area as an internal 
municipal service district to facilitate the provision of a municipal service in that 
area. 
 
Owing to the vastness of the district, many rural communities and the grant 
dependency of the municipality, the Amathole District Municipality (ADM) is 
challenged in providing safe potable water to all and is providing different levels of 
this service to different communities, based on available water resources, cost of 
supply and the ability to recover costs.  In this regard the ADM provides a ―Basic 
level of service‖ to its rural communities in line with the Department of Water Affairs 
(DWA) National Guidelines of 25 litres per person per day.   
 
This study undertook to probe the determinants of effective basic service delivery at 
Amathole District Municipality.  Water provision function is still a challenge to 
District Municipalities (DMs) due to various impediments confronted by the DMs 
when rendering basic services.  From the literature study and information gathered 
from the respondents in this research it became evident that basic service delivery 
is a key to the development of local communities.  In this regard it is pertinent that 
the District Municipality in question devises means that will mitigate the identified 
challenges in order to provide services to expectant communities.  
 
Self administered questionnaires were used as a method of collecting data from the 
respondents.  In this study a qualitative method was used to analyse the data 
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collected from the respondents.  Based on the information gathered from the 
respondents the researcher made findings and formulated recommendations.  
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CHAPTER ONE 
 
INTRODUCTION AND GENERAL ORIENTATION 
 
1. INTRODUCTION 
 
The Amathole District Municipality (ADM) is one of the six District Municipalities 
(DMs) in the Eastern Cape. 
 
The Amathole District Municipality, on the eastern seaboard of South, was 
established after the first transformed local government elections in December 
2000.  It stretches from the Indian Ocean coastline in the south to the Amathole 
Mountains in the north and Mbolompo Point (just south of the Hole-in-the Wall 
along the Transkei Wild Coast) in the east to the Great Fish River in the west. 
 
It is a land of rivers and fertile floodplains, undulating grasslands, valley bush, 
pristine estuaries, beaches, forests and waterfalls.  The bio-diversity of the 
district is often remarked upon, together with possible implications for future 
socio-economic developments and competitive advantages. 
 
The district lies at the heart of the Eastern Cape Province and is presently home 
to about 1.7 million people.  The economy of the district is dominated by Buffalo 
City, which comprises the coastal city of East London, King William‘s Town, 
Mdantsane and the provincial administrative capital of Bisho. 
 
The district has seven Local Municipalities (LMs). These are: 
- Amahlathi Municipality (Cathcart, Stutterheim and Kei Road) 
- Great Kei (Komga, Kei Mouth, Hagga-Hagga, Morgan‘s Bay and Chintsa) 
- Mbhashe (Dutywa, Willowvale, Elliotdale) 
- Mnquma (Butterworth, Nqamakwe, Centane) 
- Nkonkobe (Seymour, Fort Beaufort, Alice, Middledrift) 
2 
- Ngqushwa (Peddie, Hamburg) 
- Nxuba (Adelaid, Bedford) 
 
In 2005, the district established the economic development agency Aspire, it is a 
proprietary limited company and wholly owned by ADM.  Aspire‘s vision is to be a 
pioneer in the stimulation of spatial economic development (http://led.co.za, 
19/03/2012). 
 
The ADM is situated within the province that is rated as one of the poorest 
provinces in South Africa, the Eastern Cape Province.  Unemployment and 
poverty levels are high, particularly in those Local Municipalities which were 
formerly in erstwhile Ciskei and Transkei. 
 
1.1 BACKGROUND/CONTEXT OF THE STUDY 
 
Local Government is the closest sphere to the people.  It is the most accessible 
of the three spheres of government and it is at the coal-face of service delivery.  
According to Van Der Waldt (2007:48) local government is a distinct sphere of 
government that consists of municipalities that are instituted for each demarcated 
area, or municipal area, and cover the whole territory of South Africa. 
 
Different pieces of legislation are in place to enable municipalities to carry out 
their mandate effectively and efficiently.  The Constitution of the Republic of 
South Africa, in Section 152 (1) indicates that the objects of local government are 
inter alia the provision of services to communities in a sustainable manner, to 
promote social and economic development and to a safe and healthy 
environment.   
 
The Municipal Finance Management Act 56 of 2003, Section 62 (1) (a) 
prescribes that accounting officers of municipalities must ensure that the 
resources of the municipality are used effectively, efficiently and economically.  
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The Local Government Municipal Structures Act 117 of 1998 defines and assigns 
powers and functions to ADM as a district municipality.  The Water Services Act 
108 of 1997 defines and assigns powers and functions to the ADM as a Water 
Services Authority and as a Water Services Provider.  The Amathole District 
Municipality (ADM) Water and Sanitation By-laws assign powers to the ADM to 
manage water and sanitation provisioning to its consumers. 
 
The Amathole District Municipality as Water Services Authority and Water 
Services Provider is legally obliged to provide water and sanitation services to all 
its citizens as per the extract from Water Services Act 108 of 1997 below: 
 
Right of access to basic water supply and basic sanitation 
 
3. (1) Everyone has a right of access to basic water supply and basic sanitation. 
    (2) Every water services institution must take reasonable measures to realise    
these rights. 
    (3) Every Water services authority must, in its water services develop plan, 
provide for measures to realise these rights. 
     (4) The rights mentioned in this section are subject to the limitations contained 
in this Act. 
 
The level of service it provides its consumers, however, is dependent on a 
number of factors as per clause 11 (2) (a) below. 
 
Duty to provide access to water services 
 
11. (1)  Every water services authority has a duty to all consumers or 
potential consumers in its area of jurisdiction to progressively ensure 
sufficient, affordable, economical and sustainable access to water 
services. 
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(2) This duty is subject to:- 
(a)  The availability of resources. 
(b) The need for an equitable allocation of resources to all 
consumers and potential consumers within the authority‘s 
area of jurisdiction. 
(c) The need to regulate access to water services in an 
equitable way. 
(d)  The duty of consumers to pay reasonable charges, which 
must be in accordance with any prescribed norms and 
standards for tariffs for water services. 
(e)  The duty to conserve water resources. 
(f) The nature, topography, zoning and sanitation of the land in 
question; and 
(g) The right of the relevant water services authority to limit or 
discontinue the provision of water services if there is a failure 
to comply with reasonable conditions set for the provision of 
such services. 
 
Owing to the vastness of the district, many rural communities and the grant 
dependency of the municipality, the ADM is challenged in providing a safe 
potable water supply to all and is providing different levels of this service to 
different communities, based on available water resources, cost of supply and 
the ability to recover costs.  In this regard the ADM provides a ―Basic level of 
service‖ to its rural communities in line with the Department of Water Affairs 
(DWA) National Guidelines of 25 litres per person per day.   
 
The ADM endeavours to be in line with the abovementioned statements as a 
result it has been regarded as the best district municipality in the province in 
terms of its financial viability.  It obtained an unqualified audit opinion for 
2010/2011 after qualified audits for three previous consecutive years (Data 
cleansing and Infrastructure recognition and valuation); 
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 Received a number of Vuna Awards for improved audit outcome; 
 Adopted a Remuneration and Retention Policy in an effort to retain skilled 
staff; 
 Effective functioning of the governance structures; 
 Functional Municipal Public Accounts Committee (MPAC) and external 
Audit Committee to perform the oversight function; 
 100% spending of Municipal Infrastructure Grant (MIG) funds in all the 
previous financial years; 
 Fully fledged and functional Internal Audit Unit. 
 
 Doreen Atkison (2003:4) argued that since 2000, three new roles have merged 
for District Municipalities:  To build municipal capacity, to take on local municipal 
functions, and district-wide planning.  The latter, in particular, has been very 
contentious, since it was proposed (inter alia, by the Demarcation Board and 
Department of Water Affairs and Forestry-DWAF) that District Municipalities 
(DMs) should provide services such as water, sanitation, electricity and municipal 
health.   
 
1.2 DEFINITION OF TERMS  
 
1.2.1 Municipality 
Craythorne (2006:335), states that a municipality is an organ of the state 
within the local sphere of government, exercising legislative and executive 
authority within an area determined in terms of the Local Government 
Municipal Demarcation Act 13 of 2000. 
 
1.2.2 District Municipality 
According to the Constitution of the Republic of South Africa of 1996 as 
amended Section 155 subsection 1 (c) a District Municipality (DM) is a 
category C municipality that has municipal executive and legislative 
authority in an area that includes more than one municipality. 
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 1.2.3 Determinant 
  According to South African Pocket Oxford Dictionary 3rd Edition 
(2002:238) determinant is a factor which determines the nature or 
outcome of something.  Merriam-Webster concurs with Oxford Dictionary 
that determinant is an element that identifies or determines the nature of 
something or conditions an outcome (www.merriam-
webster.com/dictionary 2002: April). 
 
 1.2.4 Effective 
 www.merriam-webster.com/dictionary writes that effective is adequate to 
accomplish a purpose or producing the intended or expected result. 
 
 1.2.5 Service delivery  
This is the provision of public activities, benefits or satisfactions. Services 
relate both to the provision of tangible public goods and to intangible 
service themselves (Fox and Meyer, 1995:118).  
 
1.3 PROBLEM STATEMENT 
 
The problem has been observed that the communities are dissatisfied with the 
manner in which the water has been provided.  Albeit the Minister of local 
government in 2003 declared in the powers and functions that the water services 
function is a function of the District Municipality.  There is still vast adverse effect 
on service delivery.  
 
This observation has triggered the interest of the researcher to undertake this 
study, which seeks to probe the precise impediments in terms of the fundamental 
role played by the ADM in fulfilling of its mandate in provision of water.  
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1.4 RESEARCH QUESTIONS 
 
The primary question to be explored in this research is whether the determinants 
of effective basic service delivery have any impact in the performance of the 
ADM.   
 
To answer the primary question, further sub-questions have to be explored which 
are delineated below: 
 
 Does the ADM have a policy framework for the provision of water? 
 Is the water provision function included in the strategic objectives of ADM? 
 What measurements are in place in terms of providing and monitoring 
water provision for other uses other than human consumption? 
 Are there any meters installed and flow limiting devices where 
appropriate? 
 What does the ADM need to do in order to continue to provide basic 
services in a manner that assist in the creation of a sustainable economic 
environment? 
 Does ADM need to take a policy decision on how to respond proactively to 
the need to provide basic water to be used for human consumption as well 
as water for other uses? 
 What are the factors determining effective service delivery? 
 Is the performance of the ADM effective in terms of implementing basic 
service delivery to the communities? 
 
1.5 RESEARCH OBJECTIVES 
 
The objectives of the study are set out as follows: 
 
 To examine the legislative framework regulating the provision of water. 
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 To examine whether the water provision function is included in the 
strategic objectives of the ADM. 
 To pilot a system of providing and monitoring of water provision for other 
uses other than human consumption by installing meters and flow limiting 
devices where appropriate. 
 To address the challenge that is experienced with regard to the existing 
infrastructure especially the Windmills that are in place and not being 
serviced 
 To recommend best practices of ensuring effective basic service delivery. 
 
1.6 SIGNIFICANCE OF THE STUDY 
 
Local Government in South Africa, as anywhere in the world, is geared towards 
the provision of basic services in an economic, sustainable and efficient manner. 
In this regard the researcher undertook to do a research that focuses on the 
determinants on effective service delivery of Amathole District Municipality. 
 
The significance of the study inter alia is to propose a solution to address the 
experienced challenges pertaining water provision which will benefit the 
communities of the Amathole District who aspire to higher levels of service.  It will 
also enhance the performance of the ADM in terms of implementing service 
delivery. 
 
It is anticipated that the findings of the study will assist the ADM officials to 
identify and rectify weaknesses in order to eliminate the lack of adequate bulk 
supply in general in the jurisdiction of Amathole District.  
 
It is the author‘s hope that the study will highlight the areas that need revisiting.  
Also the Amathole District Municipality‘s officials will be able to identify the ways 
to render effective basic service delivery in a manner that will be of satisfaction to 
the communities.  However the significance of the study will not only be limited to 
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Amathole District Municipality because results from the study can be replicated to 
other District Municipalities.  It is the researcher‘s hope that the study will serve 
as a springboard for other researchers interested to explore further the body of 
knowledge emanating from this study. 
 
1.7 LITERATURE REVIEW 
 
The literature study in regard to the study has been undertaken and it has been 
established that there is a shortage of academic reading in this field.  Relevant 
books and other publications have been consulted to determine whether the 
envisaged research topic has not been researched previously.  This exercise has 
revealed that there is no duplication in the study of the topic.  The purpose of this 
chapter is to provide an overview of basic service delivery in particular the 
provision of water by the ADM. 
 
De Vos et al (2005:123) state that a review of literature is aimed at contributing 
towards a clearer understanding of the nature and meaning of the problem that 
has been identified.  Whereas Aitchson (1998: 58) defines literature review as a 
systematic search of published work to find out what is already known about the 
intended research topic and its purpose is to establish the need for the research. 
It also serves the purpose of familiarizing the researcher with the latest 
developments in the area of study 
 
The Constitution of the Republic of South Africa, 1996 states that municipalities 
have the responsibility to make sure that all citizens are provided with services to 
satisfy their basic needs.  Craythorne (2006:170) argued that a municipality may, 
in accordance with a policy framework it has adopted, establish a part of the 
municipal area as an internal municipal service district to facilitate the provision 
of a municipal service district. 
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Municipalities must make sure that people in their areas have at least the basic 
services they need.  There are large numbers of services that they provide, the 
most important of which are: 
 Water supply.  
 Sewage collection and disposal.  
 Refuse removal.  
 Electricity and gas supply.  
 Municipal health services.  
 Municipal roads and storm water drainage.  
 Street lighting.  
 Municipal parks and recreation.  
 
These services have a direct and immediate effect on the quality of the lives of 
the people in the community.  For example, if the water that is provided is of a 
poor quality or refuse is not collected regularly, it will contribute to the creation of 
unhealthy and unsafe living environments.  Poor services can also make it 
difficult to attract business or industry to an area and will limit job opportunities for 
residents.  Basic services needed in rural areas may be different from those that 
urban communities need. 
 
Local government [municipality] is the sphere of government closest to the 
people; they are elected by citizens to represent them and are responsible to 
ensure that services are delivered to the community.  One way in which 
municipalities can do this is to provide the service themselves through the use of 
their own resources - finance, equipment and employees.  A municipality may 
also outsource the provision of a service.  In other words, it may choose to hire 
someone else to deliver the service but it remains the responsibility of the 
municipality to choose the service provider and to make sure that they deliver the 
service properly. 
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Many municipalities, however, are unable to deliver services to residents. This 
might be because of lack of finances or lack of capacity to provide a good service 
at an affordable price (http://www.etu.org.za/toolbox/index). 
 
Local Government is generally responsible for the delivery of many different 
services: water supply, sanitation, drainage, solid waste, roads, paving and street 
lighting, and it is evident that poor communities can play a very different role in 
each type of service (Plummer, J.39:2000). 
 
The researcher concurs with Plummer‘s statement above that there should be a 
co-operation between municipal officials and the communities in order to render 
effective basic service delivery.  The writer further perceives that the existence of 
service delivery protests is due to non-involvement of the communities when 
planning takes place.  
 
Another aspect of co-ordination is the need to eliminate complicated procedures 
and organizational rules for the participating government levels, especially when 
they increase the cost of serviced to be delivered.  The emphasis on compliance 
to rules needs to be shifted to a focus on delivery, and the public service should 
strive to deliver in an efficient and transparent manner (Heydenrych, 351:2008). 
 
The Amathole District Municipality was declared a Water Services Authority 
(WSA) in terms of the powers and functions devolved by the Local Government 
Municipal Structures Act 117 of 1998.  The ADM became responsible for the 
planning and provision of water services in its area of jurisdiction as from 1st July 
2003.  The function includes the Local Municipalities of Mbhashe, Mnquma, 
Great Kei, Amahlathi, Ngqushwa, Nkonkobe and Nxuba. 
  
 In June 2006, ADM completed its Section 78 process and resolved to provide 
water services through an internal mechanism.  The supporting role was 
reserved for other Government Parastatal/organ of state.  The ADM has since 
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entered into a Bulk Water Services Contract with Amatola Water for all Water 
and wastewater Treatment Works within its area of jurisdiction.  The ADM WSA 
population has been estimated to be 961 370 people based on the data from 
Statistics South Africa (ADM IDP 2010/2011:59). 
 
As it was alluded under ―Background‖ that the ADM provides a ―Basic level of 
service‖ to its rural communities in line with the Department of Water Affairs 
(DWA), the Department developed one of the key projects called Regulatory 
Performance Measurement System (RPMS) to be undertaken under the National 
Water Services Regulatory Strategy (NWSR). 
 
For the past four years DWA has been developing and implementing the RPMS 
for monitoring Water Service Authorities (WSAs) across South Africa.  The 
RPMS has been developed as a regulatory tool, which, in a nutshell, measures 
water services delivery on National, Regional and WSA levels against a set of 
Key Performance Indicators (KPIs). 
 
The System enables DWA to identify good performance across the sector and to 
draw attention to areas requiring improvements.  The overall objective of the 
RPMS is to use the system as a tool to promote regulation and consequently, 
improve weaker areas of the water service business. 
 
The RPMS has come into being at a critical time in South African water service 
delivery, where many municipalities/WSAs are failing to comply with the national 
norms and standards, and have been operating at an unsatisfactory level.  The 
growing need for effective regulation has brought about the inception of the 
RPMS, and it has been a necessary and welcome undertaking by the 
Department. 
 
By devising the systems such as the RPMS which motivate the users to improve 
their performance by measuring their own performance trends, or by comparing 
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themselves to others, the future looks bright with LG improving its business 
practice as regards water services delivery, with pride in performance being the 
key driver, rather than it being just another mandatory requirement (WIN-SA 
2011:2). 
 
In President Mbeki‘s address to the National Council of Provinces (NCOP) in 
2004 he stated that ―…although the lives of many of the people of South Africa 
have improved since 1994, major challenges still lie ahead. Part of these 
challenges is that many of the municipalities, which are central to the 
implementation of government policies, still do not have the necessary capacity, 
even where resources are available , to implement government programmes and 
ensure that there is sustainable delivery of basic services‖. 
 
This particular topic was selected to assess the determinants of effective basic 
service delivery at ADM.  In other words, the topic was selected to probe and find 
out the precise impediments to effective basic service delivery. 
 
The White Paper on Local Government (March 1998) states that the role of the 
district governments inter alia is:  
 District government should be reorganized around a set of standard 
planning and development regions and given key responsibilities for 
district–wide integrated development planning, including land-use 
planning, economic planning and development, and transport planning. 
 The ability of district government to provide on demand assistance, as well 
as systematic capacity building to municipalities will be promoted.  The 
capacity-building role of district government should be focused on 
increasing the capacity of Category B municipalities to assume municipal 
functions. 
 
The white Paper further states that the Local Government Transition Act currently 
makes the formulation and implementation of Integrated Development Plans 
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(IDPs) by District Councils subject to the approval of municipalities within the 
district.  In the new system, IDPs will be a statutory requirement of all district 
governments.  
 
Section 84 of the Local Government: Municipal Structures Act 117 of 1998, 
states the powers and functions of the district municipality inter alia as follows: 
 Integrated Development Planning (IDP) for the DM as a whole, including a 
framework for Integrated Development Plans of all municipalities in the 
area of the DM. 
 Portable water supply systems. 
 
In terms of the municipal financial viability, the ADM has consistently received 
unqualified audit reports from the Auditor-General.  In respect of LMs, 
improvements have been recorded in Buffalo City (prior being a metropolitan 
municipality) and Amahlathi for the 2003/04 financial year as they received 
unqualified reports.  
 
Amathole District Municipality has a good culture of debt collection.  It collects its 
revenue within 45 days of debtors being billed.  However, in general financial 
management capacity in the local municipalities needs to be improved 
 
Section 122 (1) of the Municipal Finance Management Act 56 of 2003 (MFMA) 
requires that every municipality and every municipal entity must for each financial 
year prepare annual financial statements which: 
 Fairly present the state of affairs of the municipality or entity, its 
performance against its budget, its management of revenue, 
expenditure, assets and liabilities, its business activities, its financial 
results, and its financial position as at the end of the financial year; and 
 Disclose the information required in terms of sections 123, 124 and 
125. 
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Section 126 (1) of the MFMA requires that the Accounting Officer should prepare 
and submit the annual financial statements within two months after the end of the 
financial year to which those statements relate, to the Auditor-General for auditing. 
As a result of the above statement the ADM achieved the following:  
• Obtaining an unqualified audit opinion for 2010/2011 after qualified audits for 
three prior consecutive years (Data cleansing and Infrastructure recognition 
and valuation); 
• Received a number of Vuna Awards for improved audit outcome; 
• Adopted a Remuneration and Retention Policy in an effort to retain skilled 
staff; 
• Has effective functioning of the governance structures; 
• Established functional Municipal Public Accounts Committee (MPAC) and 
external Audit Committee to perform the oversight function; 
• Achieved 100% in spending of MIG funds in all the previous financial years; 
• Established a fully fledged and functional Internal Audit Unit. 
 
1.8 DELIMITATION OF THE STUDY 
 
The purpose of demarcating a study is to make it more manageable.  This study 
will be confined to Amathole District Municipality.  Amathole District Municipality 
is one of the six district municipalities in the Eastern Cape Province.  This District 
Municipality is geographically located in the central coastal portion of the 
province and its area of jurisdiction is made up of seven Local Municipalities, 
namely, Mbhashe, Mnquma, Great Kei, Amahlathi, Nkonkobe, Ngqushwa and 
Nxuba. 
 
The study is limited to the probing of the determinants of effective basic service 
delivery at Amathole District Municipality.  The study will focus on Engineering 
Services in particular the water provision section.  It is observed that there is still 
a vast dissatisfaction in the manner in which water is provided. 
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1.9. RESEARCH METHODOLOGY 
  
A qualitative research method will therefore be conducted using a range of 
methods which use qualifying words and descriptions to record and investigate 
phenomena.  This research methodology deals with data that is principally verbal 
or narrative which relies heavily on self administered questionnaires that are 
usually instructed and that concern mainly open-ended questions in depth-
probes. 
 
According to Braynard and Hanekom (1997:28) research methodology or 
methods of collecting data, necessitates a reflection on the planning, structuring 
and execution of the research in order to comply with the demands of truth, 
objectivity and validity.   
 
 An interpretive approach/method is the procedure that involves studying a small 
number of subjects through extensive and prolonged engagements to develop 
patterns and relationships of meaning (Cresswell, 1994:12). 
  
According to Memani (2010:5) research methodology is a scientific process that 
seeks to provide answers to questions through a systematic approach with the 
support of credible data.  Furthermore it is a way of thinking about and studying 
social reality.  Research methodology is a system of methods and procedures 
followed to collect data and information pertinent to the study.  There are two 
approaches of research methodology namely qualitative and quantitative 
approaches. 
 
Qualitative research is characterized by the fact that the researcher is trying to 
get to multiple meanings.  It is a way of collecting information on the knowledge, 
values, feelings, attitudes, beliefs and behaviors of the target population.  
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 1.9.1 Qualitative Research Method 
 
Friedman (2006:46) argues that in a qualitative research the relationship 
between variables is vague; the questions that you want to test are 
generalized.  This means the researcher has many open-ended questions, 
and from the answers to them a researcher tries to identify the ends. 
 
Qualitative research method is used when a researcher is confronted with 
information or data that cannot be quantified.  Mouton and Marais 
(1990:175) write that qualitative research is characterized by the fact that 
the researcher is trying to get multiple meanings and interpretations rather 
than impose one dominant interpretation; such information can be 
expressed only by words. There are some kinds of information that cannot 
be adequately recorded using quantitative data.  In many cases language 
provides a far more sensitive and meaningful way of recording human 
experience. In these cases, words and sentences are used to qualify and 
record information about the world.  The research is qualitative in nature 
(Bless ,et al, 2006:44).  
 
1.10. RESEARCH DESIGN 
  
 Bless and Smith (1995:63) argued that a research design has two meanings.  
They define one of the meanings as the planning of any scientific research from 
the first to the last step whereas Babbie and Mouton (2001:647), define it as a 
plan or structured framework of how you intend conducting the research process 
in order to solve the research problem.  The researcher will use Amathole District 
Municipality as a case study to be able to do an in-depth investigation.   
 
The design to be employed in this study will be the qualitative approach using 
self administered questionnaires as a method of data collection and the 
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reviewing of existing study material and public documents such as books, 
reports, and journals relevant to this dissertation. 
 
 1.10.1 Data Collection Methods / Techniques 
 
Data collection is form of collecting information from various sources.  
According to Mouton (2001:104) data may be gathered by a variety of 
data collection method, these methods correspond with the data sources.   
 
Ladyer (1993:54) concurs with Mouton by further stating a number of 
instruments that can be used to gather data.  Inter alia he mentioned 
interviews, documentary analysis, intakes forms, questionnaires and 
interviews, and attendance records. 
 
In order to deal with the real problem the researcher will use both the 
primary and secondary data.  Primary data will be collected through 
questionnaires.  To collect primary data a questionnaire with open-ended 
structured questions will be designed and distributed to selected 
respondents within ADM which will be inclusive of the Senior Officials and 
the relevant Politicians as the policy makers.  The selection of 
respondents will be based on strategic positions, knowledge and 
experience regarding basic service delivery in particular water provision to 
the communities.   
 
The researcher will also consult Books, publications, journals, South 
African legislation and policies for secondary data.   
 
1.10.2 Data Analysis 
 
 According to Mouton (2001:108) all fieldwork culminates in the analysis 
and interpretation of some set of data be it quantitative survey data, 
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experimental recordings, historical and literary texts, qualitative transcripts 
or discursive data.  He further asserts that analysis involves ―breaking up‖ 
the data into manageable themes, patterns, trends and relationships.  The 
aim of analysis is to understand the various constitutive elements of one‘s 
data through an inspection of the relationships between concepts, 
constructs or variables and to see whether there are any patterns or 
trends that can be identified or isolated or to establish themes in the data. 
 
Bryman (2004:398) asserts that clear-cut rules about how qualitative data 
analysis should be carried out have not been developed, however, there 
are some general approaches to qualitative data analysis.  One being 
grounded theory which according to Babbie & Mouton (2001:499) begins 
with coding, i.e. asking questions and making comparisons.   
 
The researcher will use method for the qualitative data.  The data 
collected will be coded and categorized using computer software in order 
to see their patterns and interrelatedness as this will allow for a 
comprehensive analysis, interpretation and discussion of collected data. 
 
The themes will then ground the arguments that will be presented in the 
discussion.  Data display techniques will be used in this study.  Text, 
tabular and graphic presentations will be used to present data.  Graphical 
presentation will be chosen as they make it easier to see the pertinent 
features of a set of data and they can be constructed for every type of 
data, i.e. qualitative or quantitative data. 
 
1.11 UNIT OF ANALYSIS AND SAMPLING 
 
 Bless, et al (2006: 97) define sampling as a technical accounting device to 
rationalise the collection of information, to choose in an appropriate way the 
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restricted set of objects, persons, events and so forth from which the actual 
information will be drawn.   
 
Kumar (2005: 144) describes sampling as the process of selecting a few cases 
from a bigger group to become the basis for estimating or predicting the 
prevalence of an unknown piece of information, situation or outcome regarding 
the bigger group, in other words a subgroup of the population in which the 
researcher is interested in.  Sampling enables the researcher to study a relatively 
small section of the population and still be able to gather data representative of 
the whole.  There will be a specific sample size to avoid waste of time and costs 
as gathering data on a sample is less time consuming and less costly for the 
researcher hence samples may produce more accurate data economically and it 
is feasible to use a sample because a complete coverage of the total population 
cannot be reached due to some various constraints.  However, the number will 
accommodate non-response and inaccurate questionnaires. 
 
For the purpose of this study, the unit of analysis will be ADM and the population 
will be ADM officials from Engineering Services and the relevant Politicians.   
 
Bless and Smith (1995:92) assert that purposive or judgemental sampling 
method is based on the judgement of a researcher regarding the characteristics 
of a representative sample.  They further declare that a sample is chosen on the 
basis of what the researcher considers to be typical units.  
 
Bailey (1982:99) concurs with the abovementioned authors and is citing that in 
purposive sampling the investigator uses his or her own judgement about which 
respondents to choose, and picks only those who best meet the purpose of the 
study.  
 
To ensure fair representativeness, respondents will be selected from different 
categories, that is, senior management and on the political side.  Purposive 
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sampling will be used on officials, who deal directly with water provision such as, 
the Director: Engineering Services, General Manager: Water Services Authority, 
General Manager: Operations and Maintenance (O & M), Senior Manager: Water 
Services Provision, Project Manager: Refurbishment, Water Services Authority, 
Executive Mayor, the Speaker and the Portfolio Head: Water and Sanitation. 
 
The reason for choosing these categories of employees is their influence on the 
basic service delivery and their insight and understanding of the research topic, 
as they interact directly with the communities.  The Politicians are chosen 
because they are the ones who are the policy makers which are then 
implemented by the officials.  The Politicians also have a privilege of liaising with 
the people at the ground level.  This method is aimed at getting as more relevant 
and invaluable information for the research as possible. 
 
The politicians are selected in order to elucidate the effectiveness of basic 
service deliver.  A total of eight (8) respondents will be selected based on the 
sampling method explained above. 
 
1.12 ETHICAL CONSIDERATIONS 
 
According to Brynard and Hanekon (1997:4) there are two overarching ethical 
requirements for researchers i.e. honesty and confidentiality.  Honesty pertains to 
the manner of reporting.  Research should be conducted in a responsible 
manner.  They further write that researchers may stumble upon data of 
confidential nature, the publication of which could be harmful to persons or 
groups involved.  Researchers should remember that the interests of the 
participants always prevail and that no confidential data should be recorded or 
published. 
 
Miller & Brewer (2003:95) argued that social research is a dynamic process that 
often involves a disturbance into people‘s lives and therefore largely depends on 
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the establishment of a successful relationship between the researcher and the 
respondent(s).  Central to this relationship is ethical responsibility, integral to the 
research topic and to research design and planning.  In conducting the study, the 
researcher will adhere to the spirit of research ethics. 
 
Bak (2004:28) asserts that any research that involves people must show 
awareness of the ethical consideration and an agreement to conduct the 
research in accordance with ethical procedures.  The researcher will adhere to 
ethical guidelines as a standard and a basis by ensuring that respondents‘ 
privacy is not invaded and that no harm is caused to participants.  Ethical issues 
such as confidentiality, informed consent and voluntary participation will be 
strictly observed by ensuring that the participants are informed of the research 
nature that it is voluntary and that they can withdraw at any moment during the 
course of the interviews.  Prior to the population of the research questionnaires 
consent forms will be issued to the selected participants and a logic explanation 
of the purpose of the research will be provided and they will be informed about 
their safety. 
 
The researcher will further guarantee anonymity and confidentiality by not 
divulging the identity of the respondents and the manner in which the 
questionnaires will be designed will not create such suspicion.  Permission will be 
solicited from the Municipal Manager (MM) prior the distribution of the 
questionnaires. 
 
1.13 OUTLINE OF THE RESEARCH STUDY 
  
The research project will have five chapters.  The general presentation of the 
research problem will be covered in Chapter One which will include the 
introduction and background to the study. It gives a brief outline of the aims and 
objectives of the dissertation, background thereof, the problem statement, 
definition of terms and the methods of investigation.  In Chapter Two the 
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researcher will review literature such as relevant books, articles and other 
publication on the topic.  Chapter Three will focus on the research design and 
the research methodology and the data collecting techniques that are going to be 
used.  In Chapter Four will be analysis of data and data presentation.  Chapter 
Five will offer findings, recommendations and the conclusion. 
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CHAPTER TWO 
LITERATURE REVIEW 
2.1 INTRODUCTION 
 
After the end of Apartheid South Africa's newly elected government inherited 
huge services backlogs with respect to access to water supply and sanitation. 
About 15 million people were without safe water supply and over 20 million 
without adequate sanitation services.  The government thus made a strong 
commitment to high service standards and to high levels of investment subsidies 
to achieve those standards.  Since then, the country has made satisfactory 
progress with regard to improving access to water supply.  It reached universal 
access to an improved water source in urban areas, and in rural areas the share 
of those with access increased from 66% to 78% from 1990 to 2008.  South 
Africa also has a strong water industry with a track record in innovation 
(http://en.wikipedia.org). 
 
Service delivery is the provision of basic services to the community by Local 
Government.  This is a substantial task that requires cooperation and 
coordination between the key players in Local Government (LG), which are the 
District Municipalities (DMs) and Local Municipalities (LMs). As mandated by 
Local Government Municipal Structures Act Local Government has a 
responsibility to develop a strong system capable of exercising the functions and 
powers assigned to it. 
 
Chapter Two of this study will provide the legislation that has brought the basic 
changes in the status local government and will also focus on the local 
government constitutional mandate for basic service provision particularly the 
water provision.  This chapter will initially deal with legislative transcripts that 
mandate the provision of basic services.  
 
25 
2.2  THE LEGISLATIVE FRAMEWORK ON SERVICE DELIVERY 
 
2.2.1 The Constitution of the Republic of South Africa, Act 108 of 1996 
 
The Constitution states that municipalities must ensure that all citizens receive 
the services they need to satisfy their basic needs.  Municipalities are 
encouraged to involve communities and community organizations in the affairs of 
local governance.  Municipalities must promote the Bill of Rights and uphold the 
principles enshrined in the Constitution (Van der Waldt, 2007:40).  
 
The objectives of co-operative governance are clearly stated in the Constitution, 
thus setting the platform for the three spheres of government to work together.  
Craythorne (2003:150) writes that the Constitution requires co-operative 
government and sets rules for that, while the development duties of local 
government require municipalities to participate in national and provincial 
development programmes.  The Constitution provides for an integral framework 
within which development has to take place.  Section 152 (1) states that the 
objects of local government inter alia to provide democratic and accountable 
government for local communities; to ensure the provision of services in a 
sustainable manner; to promote social and economic development and to 
encourage the involvement of communities and community organisations in 
matters of local government.  Section 152 (2) states that a municipality must 
strive, within its financial and administrative capacity, to achieve the objects set 
out above.  
 
The Constitution of the Republic of South Africa of 1996 as amended in section 
155 (2) sets out the enacting of laws that govern the establishment of different 
types of municipalities.  Consequently they are three categories of municipalities 
in the Republic namely Category A, B and C.  
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In terms of the Constitution of the Republic of South Africa of 1996 as amended, 
LMs have a responsibility of providing basic services to its citizens.  It is now 
eighteen (18) years since democratization of South Africa but a number of 
communities still do not have access to basic services such as water, sanitation 
and electricity.  Lack of good governance proper planning and mismanagement 
of funds have emerged as integral to the core challenges confronted by Local 
Government in the past decade.  The researcher‘s perception with regard to the 
abovementioned statement is that seven (7) LMs within the ADM, which are 
mostly rural in nature, are not immune to this challenge. 
 
2.2.2 Development Facilitation Act 67 of 1995 
 
The Development Facilitation Act 67 of 1995 promotes the public participation on 
land development objectives.  Part B Section 6 (1) states that there should be a 
consensus between the members of the public and the interested bodies in terms 
of setting and implementing the land development objectives.  Section 6 (2) 
further states that participation should focus on how resources from different 
groups may be mobilised to assist in the effective implementation of the land 
development objectives and (3) articulates that participation by members of the 
public and interested bodies should be designed to enable direct input in the 
formulation of land development objectives. 
 
Section 3 of this act on purpose of land development objectives states that the 
general purpose of land development objectives set by any local government 
body shall be: 
• To create a new system of planning for development at a local level which 
deepens and promotes democracy. 
• To create a new system of planning at local level which links public 
expenditure to financially sustainable development strategies which are 
guided by a vision and priorities determined jointly between the 
government and the general public. 
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• To create a new system of planning that encourages sustained utilisation 
of the environment. 
• To enable effective participation by members of the public and interested 
bodies in the setting of land development objectives and to build 
partnerships and co-operation between government and civil society in 
implementing land development objectives. 
• To build co-operation and co-ordination between the different levels of 
government in planning and development and 
• To ensure rapid delivery of programmes and projects associated with the 
Reconstruction and Development Programme (RDP). 
 
Section 40 on engineering services states that: 
• Every land development area shall be provided with the engineering 
services agreed upon between the land development applicant and the 
local government body in a services agreement complying with the 
prescribed guidelines and approved by a tribunal. 
• Subject to any exemption authorised by a tribunal in relation to a particular 
services agreement: 
o The land development applicant shall provide the engineering services 
classified by regulation as internal services; and 
o The local government body concerned shall provide the services so 
classified as external or trunk services. 
 
According to van Ryneveld and Sproule on Developmental Water Services 
(2009: 387) over the past decade or so in South Africa, there has been a 
fundamental change in the way in which services are provided, from an approach 
dominated by technical factors to one in which a range of factors other than 
purely technical factors are addressed.  In this new approach, services are 
provided to meet developmental objectives, with an emphasis on poor 
communities. 
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2.2.3 The Local Government Municipal Systems Act 32 of 2000 
 
The aims of the Act is to provide for the core principles, mechanisms and 
processes that are necessary to enable municipalities to move progressively 
towards the social and economic upliftment of LMs, and ensure universal access 
to essential services that are affordable to all.  According to Municipal Systems 
Act ―basic municipal services‖ means a municipal service that is necessary to 
ensure an acceptable and reasonable quality of life and, if not provided, would 
endanger public health or safety or the environment.  The Municipal Systems Act 
further states that a municipality must give effect to the provisions of the 
Constitution and give priority to the basic needs of the local community promote 
the development of the local community; and ensure that all members of the local 
community have access to at least the minimum level of basic municipal 
services.  Section 17 (4) states that a municipal council may establish one or 
more advisory committees consisting of persons who are not Councillors to 
advise the council on any matter within the councils competence. 
 
Local Government has a responsibility to develop a strong system capable of 
exercising the functions and powers assigned to it.  These municipal functions 
and powers as described at chapter 8 (i) of the Local Government Municipal 
Systems Act 32 of 2000 states that a municipality has all the functions and 
powers conferred by assigned to it in terms of the Constitution and must exercise 
them subject to chapter 5 of the Municipal Structures Act. 
 
In section 73 (2) the Act states that Municipal services must 
(a) Be equitable and accessible; 
(b) Be provided in a manner that is conducive to the prudent, economic, 
efficient and effective use of available resources; and the improvement of 
standards of quality over time; be financially sustainable and be 
environmentally sustainable and be regularly reviewed with a view to 
upgrading, extension and improvement.  
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The Municipal Systems Act further states that a municipality must undertake 
developmentally-oriented planning so as to ensure that it: 
 
(a) Strives to achieve the objects of local government set out in section 152 of 
the Constitution. 
(b) Gives effect to its developmental duties required by section 153 of the 
Constitution; and 
(c) Together with other organs of state contribute to the progressive 
realization of South Africa. 
 
2.2.4 The White Paper on Local Government of 1998 
 
According to the Local Government White Paper of 1998 developmental Local 
Government is Local Government committed to working with citizens and groups 
within the community to find sustainable ways to meet their social, economic and 
material needs and improve the quality of their lives.  Local government is the 
form of government closest to the people, thus it is conventionally termed 
government at the grassroots.  The White Paper on Local Government of 1998 
set out four key aims for developmental Local Government.  In the first place, the 
provision of a basic level of household services, especially electricity, sewerage 
and water, to households without these services, should take priority.  Secondly, 
municipalities should seek to ameliorate the ‗spatial legacy of apartheid 
separation‘ through the integration of previously segregated urban areas.  
Thirdly, local economic development should be stimulated through local 
economic growth and local job creation. Finally, ‗community empowerment and 
redistribution‘ should be addressed.  
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2.2.5 The Intergovernmental Relations Framework Act 13 of 2005 
 
The Act plays a vital role in facilitating better government by all spheres of 
government for all the people of the country.  The importance of this Act also to 
Local Government was stressed by President Thabo Mbeki in his State of the 
Nation address of 3 February 2006.  He said that: ―Integration of planning and 
implementation across the government spheres is one of the prime areas of 
focus in our programme for the next term of Local Government.  In this regard we 
will be guided by the Intergovernmental Relations Framework Act.  We must in 
practice respect the system of cooperative governance, and within this context 
ensure that we empower Local Government to discharge its development and 
service delivery obligations‖. The IGR has been monitored and reviewed by 
government. According to the Intergovernmental Relations Framework Act 13 of 
2005, in 1998 the Presidential Review Commission reported on the reform and 
transformation of the public service in South Africa, including intergovernmental 
relations.  It pointed out that weaknesses in the structures and practices of IGR 
led to poor coordination within and between different departments and spheres of 
government, creating incapacity to implement national programmes and a 
consequent failure to deliver basic services.  With regard to the abovementioned 
information the Commission made some recommendations inter-alia an inquiry 
into the functions, needs and relations between the three spheres of government 
as a matter of urgency. 
 
Makgoba (2006:153) asserts that the Constitution of 1996 takes cognizance of 
the capacity challenges facing local government by placing an obligation on other 
spheres of government to play a role in building local government capacity.  He 
further states that also the White Paper on Local Government of 1998 prepares 
the way for a fundamental reconsideration of the manner in which municipalities‘ 
development role should be supported by other spheres of government. 
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According to the White Paper on Local Government, the national and provincial 
governments are committed to supporting and strengthening organised local 
government to enable it to perform its constitutional role effectively and 
efficiently. 
 
Makhama (1999: 351 Vol. 34) in the study guide for political environment argues 
that the White Paper on the Transformation of the Public Service, the 
government sees its vision as the commitment to improve the lives of the people 
of South Africa continually through a transformed public service which is 
representative, coherent, transparent, efficient, accountable and responsive to 
the needs of all.  To materialise this vision, it is envisaged that the public service, 
inter alia, should be integrated, co-ordinated and decentralised. 
 
According to Cloete (1997:107), local authorities will always have to perform their 
functions in co-operation with the central/national and provincial authorities.  The 
three levels of government must co-operate to create successful urban and rural 
communities. 
 
2.2.6 The Local Government Municipal Structures Act 117 of 1998 
 
The aim of the act is to provide for the establishment of municipalities in 
accordance with the requirements relating to categories and types of 
municipality; to establish criteria for determining the category of municipality to be 
established in an area; to define the types of municipality that may be established 
within each category; to provide for an appropriate division of functions and 
powers between categories of municipality; to regulate the internal systems, 
structures and office-bearers of municipalities; to provide for appropriate electoral 
systems. According to the Act ―district municipality‖ means a municipality that has 
municipal executive and legislative authority in an area that includes more than 
one municipality, and which is described in section 155 (1) of the Constitution as 
a category C municipality.  
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The Act also defines local municipality means a municipality that shares 
municipal executive and legislative authority in its area with a district municipality 
within whose area it falls, and which is described in section 155 (1) of the 
Constitution as a category B municipality.  In Section 2 of the Act provides for the 
establishment of three categories of municipalities, these are Category A, B and 
C. Municipalities in the Republic shall fall under either of the above mentioned 
categories based on their size, geographical location and level of economic 
activity.  Section 12 of the Act provides for the MEC to establish municipalities 
according to their category in their respective provinces.  
 
2.2.7 The Municipal Finance Management Act 56 of 2003 
 
The Municipal Finance Management Act 56 of 2003, Section 62 (1) (a) 
prescribes that accounting officers of municipalities must ensure that the 
resources of the municipality are used effectively, efficiently and economically. 
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2.2.8 Water Services Act 108 of 1997 
 
The Water Services Act 108 of 1997 defines and assigns powers and functions 
of a District Municipality as a Water Services Authority and as a Water Services 
Provider.  Below is the extract from Water Services Act 108 of 1997: 
 
Right of access to basic water supply and basic sanitation 
 
3.  (1) Everyone has a right of access to basic water supply and basic   
sanitation. 
     (2) Every water services institution must take reasonable measures to 
realise these rights. 
     (3) Every Water services authority must, in its water services develop 
plan, provide for measures to realise these rights. 
     (4) The rights mentioned in this section are subject to the limitations 
contained in this Act. 
 
The level of service it provides its consumers, however, is dependent on a 
number of factors as per clause 11 (2) (a) below. 
 
Duty to provide access to water services 
 
11. (1) Every water services authority has a duty to all consumers or potential 
consumers in its area of jurisdiction to progressively ensure sufficient, 
affordable, economical and sustainable access to water services. 
(2) This duty is subject to:- 
(a) The availability of resources. 
(b) The need for an equitable allocation of resources to all consumers 
and potential consumers within the authority‘s area of jurisdiction. 
(c) The need to regulate access to water services in an equitable way. 
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(d)  The duty of consumers to pay reasonable charges, which must be 
in accordance with any prescribed norms and standards for tariffs 
for water services. 
(e) The duty to conserve water resources; 
(f) The nature, topography, zoning and sanitation of the land in 
question; and 
(g) The right of the relevant water services authority to limit or 
discontinue the provision of water services if there is a failure to 
comply with reasonable conditions set for the provision of such 
services. 
 
2.2.9 Municipal Demarcation Board Act 27 of 1998 
 
According to Van der Waldt (2007:54) the Municipal Demarcation Board 
Act (MDB) had to be promulgated quickly in order to set the task for the 
establishment of new municipalities.  The Act makes provision for the 
appointment of an Independent Board consisting of eleven members.  The 
main function of the board is to determine and, if necessary, re-determine 
all municipal and ward boundaries throughout South Africa according to 
established criteria and procedures.  It is this board that demarcated the 
boundaries for all Category A, Category B and category C municipalities. 
 
The Local Government: Municipal Demarcation Act, 1998 defines the 
authority referred to in the Constitution 1996 as the MDB, and sets out the 
procedures for establishing MDB while allocating major powers and 
functions to it function of the MDB is to determine municipal boundaries in 
accordance with this Act and other appropriate legislation enacted in 
terms of Chapter 7 of the Constitution 1996.  The MDB‘s mission is to 
undertake functions pertaining to municipal and ward boundaries.  It also 
assesses the capacity of municipalities to perform their constitutional 
functions.  In addition, the MDB advises the national Minister of Finance 
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and provincial members of the executive committee on a number of 
matters specified in the Local Government: Municipal Demarcation Board 
Act 1998.  The MDB also works closely with government departments 
(including the Department of Environmental Affairs and Tourism) on the 
alignment of service delivery boundaries. 
 
The legislation also maps out the operating procedures the board must 
follow in deciding on boundaries and the manner in which it must consult 
municipalities and communities in this process.  It also determines who 
will decide when new boundaries take effect, and how. The overarching 
criterion is that demarcation must be geared towards ensuring that 
municipalities are able to meet their constitutional objectives.  Therefore 
municipal areas which do not allow for proper planning or for the financial 
sustainability of municipalities, will not be conducive to democratic 
accountable government, equitable and effective service provision, the 
promotion of social and economic development, or the maintenance of a 
safe and healthy environment for all (Makgoba 2006). 
 
2.2.10 Water and Sanitation Services By-Law 
 
The Municipality strives to: 
 Provide for the rights of access to basic water supply and basic sanitation 
within its area of jurisdiction, as contemplated in section 27(1)(b) of the 
Constitution of the Republic of South Africa, 1996 (Act 108 of 1996), and 
regulations 2 and 3 of Regulation 22355.  
 Provide for the establishment of a regulatory framework within which to 
deliver water services.  
 Provide for the setting of terms and conditions to ensure compliance with 
the legislation relating to the water sector. 
 Provide for the monitoring of water services within its area of jurisdiction, 
and being the Water Services Authority and Water Services Provider, 
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contemplated in terms of the Act, within its area of jurisdiction, where 
necessary, to provide for: 
 The gathering of information within its area of jurisdiction. 
 The collation thereof to a central data base. 
 The distribution of information to all stakeholders and role-players; 
and  
 Provide for matters related to the supply of water services within its 
area of jurisdiction (ADM Water and Sanitation Services By-Law). 
 
2.3 THE ROLES OF DISTRICT MUNICIPALITIES 
 
Since 2000, three new roles have emerged for District Municipalities (DMs): To 
build municipal capacity, to take on local municipal functions, and to do district-
wide planning.  The latter, in particular, has been very contentious, since it was 
proposed (inter alia, by the Demarcation Board and DWAF) that DMs should 
provide services such as water, sanitation, electricity and environmental health.  
This approach to district-level government harks back to the erstwhile Divisional 
Councils (pre-1994), which were directly involved in service delivery – with the 
major exception that this is now envisaged for urban areas in addition to rural 
areas.  South Africa has two ―tiers‖ of Local Government: District Municipalities 
(DMs) and Local Municipalities (LMs).  
 
Traditionally, District Councils had very limited functions, viz. allocation of capital 
grants (derived from their levy revenue) to municipalities, and management of a 
few district-level ―bulk‖ functions (e.g. large-scale water supply).  Amathole 
District Municipality is a Category C Municipality with seven Local Municipalities 
in its area (Memani: 2010:12). 
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2.4 POWERS AND FUNCTIONS OF MUNICIPALITIES 
 
The Constitution states that, a municipality has executive authority in respect of, 
and has the right to administer the local government matters listed in Part B of 
Schedule 4 and Part B of Schedule 5; and any other matter assigned to it by 
national or provincial legislation.  A municipality may make and administer by-
laws for the effective administration of the matters which it has the right to 
administer.  Subject to section 151 (4), a by-law that conflicts with national or 
provincial legislation is invalid.  If there is a conflict between a by-law and 
national or provincial legislation that is inoperative because of a conflict referred 
to in section 149, the by-law must be regarded as valid for as long as that 
legislation is inoperative.  The national government and provincial governments 
must assign to a municipality, by agreement and subject to any conditions, the 
administration of a matter listed in Part A of Schedule 4 or Part A of Schedule 5 
which necessarily relates to local government, if: 
 That matter would most effectively be administered locally; and 
 The municipality has the capacity to administer it. 
 
A municipality has the right to exercise any power concerning a matter 
reasonably necessary for, or incidental to, the effective performance of its 
functions. 
 
2.5 A GENERAL OVERVIEW OF SERVICE DELIVERY 
 
2.5.1 White Paper on Transforming Public Service Delivery 
 
In 1997 the White Paper on Transforming Public Service Delivery, known 
as the ―Batho Pele, White Paper‖ was enacted.  It was intended to 
improve service-delivery principles.  There are eight Batho Pele principles 
and they are as follows: 
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 To regularly consult with customers-South African citizens should be 
consulted about the level and excellence of the public services they 
receive. 
 
 To set service standards-Citizens should be told what level and 
excellence of public services they will get so that they are aware of 
what to expect. 
 
 To increase access to services-All citizens should have equal access 
to the services they deserve. 
 
 To ensure higher levels of courtesy-Citizens should be treated with 
courtesy and consideration. 
 
 To provide more and better information on available services-Citizens 
should be given full and accurate information on the public services 
they deserve. 
 
 To increase openness and transparency on services-Citizens should 
be told how national and provincial departments are run, how much 
they cost and who is in charge. 
 
 To remedy failures and mistakes-If the promised standard of service is 
not delivered, citizens should be offered an apology, a full explanation 
and a speedy and effective remedy; and when complaints are made, 
citizens should receive a sympathetic and positive response. 
 
 To give the best possible value for money-Public services should be 
offered economically and efficiently in order to furnish citizens with the 
best potential value for money. 
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According to the Strategic Frame work for water services on local government 
transformation, local government was mandated to assume full responsibility for 
ensuring water and sanitation services as provided for in the Constitution of the 
Republic of South Africa (Act 108 of 1996).  This means that the role of the 
Department of Water Affairs and Forestry (DWAF) will change from being a direct 
provider to being a sector leader, supporter and regulator.  The 2002 Division of 
Revenue Act created the impetus for phasing out DWAF‘s role in the direct 
operation of water services.  A suite of legislation setting out the roles and 
responsibilities of local government has been promulgated. 
 
2.5.2 Service Delivery 
 
Pottie in (Atkinson and Reitzes 1998:83) writes that service delivery is a 
central aspect of the way in which local government is to fulfil its 
developmental role.  Makgoba (2006) argues that the new interim system 
Local Government (LG) introduced in 1993 and consolidated in 2000 with 
the re-dermacation process is founded on the assumption that for the first 
time in the history of the country all communities will receive an equal 
standard of service delivery.  Makgoba further states that this seems much 
easier said than done, more so in the provision of services in district 
areas.  
 
According to Cloete (1995: 26), the immediate short-term goal is to 
provide services to satisfy the basic health and functional requirement of 
individuals. The medium-term goal is to provide services to sustain 
economic growth in the communities and the long-term goal is to effect 
equal and equitable access to services for all local residents. 
 
The white Paper on Local Government identifies a range of options to 
mobilise capacity for effective service delivery. These include public 
partnerships, partnerships with NGOs, contracting out, leases and 
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concessions. Craythorne (2006:153) writes that services are vital to the 
growth and stability of a municipality.  Sections 152 and 153 of the 
Constitution set out the objectives of Local Government and the 
developmental duties of municipalities.  
 
The Constitution does however require services to be sustainable.  In 
terms of the Constitution Local Governments are responsible for providing 
all people within their jurisdiction with sustainable services which include 
access to water, sanitation, transport, education, electricity, primary health 
and housing. Local Government therefore is responsible for a broad 
spectrum of functions. The White Paper on Transforming Public Service 
Delivery argues that, as a sphere of government closest to the people, 
municipalities are the focal point of public service delivery.   
 
Makgoba (2006) is of the view that the standard by which service delivery 
is measured will always be determined by the degree to which the 
community perceives their municipality to be responsive to their basic 
needs. 
 
Recent protests in local municipalities around the country have given rise 
to questions about the role of local government in service delivery and in 
providing a decent standard of living for citizens.  However local 
government has only certain powers and functions and some of the 
complaints about service delivery should also be taken to other spheres of 
government such as the provincial and national governments who also 
play a role in service delivery. 
 
Undoubtedly South Africa has huge service-delivery backlogs inherited 
from apartheid.  However the Constitution provides for certain basic rights 
that underpin the notion of service delivery.  Many of these ultimately 
become matters of life and death, particularly with regard to issues of 
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housing, water and sanitation, health, and quite simply the right to life.  
The challenge to achieve the delivery of these rights relies on a good 
working relationship between the three spheres of government which are 
inter-dependent. Co-operative governance accepts the integrity of each 
sphere of government, but also recognises the complex nature of 
government in modern society (www.google.co.za:31/07/2012). 
 
Pycroft (in Van Der Waldt 2007:19) writes that the apartheid system did 
not provide for a system of local government in rural areas.  Furthermore 
in the homelands, where the majority of South Africa‘s rural people were 
concentrated, elements of public services normally associated with local 
government were provided by systems of traditional authority.  In other 
rural areas, largely under the control of white commercial farmers, 
services were provided by national government departments or provincial 
administrations. For African communities living outside the homelands, the 
Department of Development Aid provided a minimal level of services.  
This department rarely consulted communities on how services should be 
provided and corruption was rampant (Ndlela & Holcomb 1998:161).  
 
Sefala (2009:1158) states that developmental local government is the 
responsibility of municipalities in South Africa to work together with 
communities to find sustainable ways to meet their need and improve the 
quality of their lives.  The author views that local government should be 
first developed in order to deliver efficient service delivery. 
 
2.6 MUNICIPAL INTEGRATED DEVELOPMENT PLANNING 
 
A strategic planning of a municipality is known as an Integrated Development 
Planning (IDP). The primary mandate of local government is to meet the needs of 
communities and provide sustainable services.  The services and their provision 
levels should be agreed by all stakeholders within the jurisdiction of a 
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municipality.  The IDP document details how will the delivery of these services 
unfold, the funding thereof, targets based on the published statistical data, 
measurable level and to whom will these services go.  
 
An IDP is a strategic planning tool prepared by a municipality through a 
consultative and participatory process with the community and stakeholders as 
outlined by the Municipal Systems Act 32 of 2000.  The planning of the 
municipality should be of integration which includes the views of the community 
that encourages the public participation.  The researcher argues from a critical 
perspective that the municipality cannot plan in isolation from what the 
communities believe is best for them.  The community involvement as part of the 
stakeholders in government brings about corporate and complete strategic plan 
as a guide to meet the service level that the community will own. 
 
According to the Municipal Systems Act 32 of 2000 each municipal council must, 
within a prescribed period after the start of its elected term, adopt a single, 
inclusive and strategic plan for the development of the municipality which:- 
(a) Links, integrates and co-ordinates plans and takes into account proposals 
for the development of the municipality. 
(b) Aligns the resources and capacity of the municipality with the 
implementation of plan. 
(c) Forms the policy framework and general basis on which annual budgets 
must be based. 
(d) Complies with the provisions of this Chapter; and 
(e) Is compatible with national and provincial development plans and planning 
requirements binding on the municipality in terms of the legislation. 
 
The planning therefore of the municipality should be that of integration which 
includes the views of the community that encourages the public participation. 
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Haigh et al, (2010) on IDP (Geyer, 2006), state that the Development Facilitation 
Act 67 of 1995 states that an IDP must be prepared to ensure proper co-
ordination and integration of development.  IDPs are the most important 
mechanism available to government to transform structural differences in South 
Africa‘s previously divided society.  Further they state that the IDP process is 
also one of the primary means of developing a community through the promotion 
of public participation in its analyses and planning phases. 
 
According to Bryson (1995:4) strategic planning is a long term iterative and 
future–oriented process of assessment, goal setting and decision making that 
maps an explicit path between the present and a vision of the future.  It is a 
disciplined effort to generate fundamental decisions and actions that shape and 
guide what the organisation is, what it does and why it does it.  
 
According to Young (2001:1) strategic planning is a process of assessing where 
an organization is presently, ascertaining the challenges and opportunities that 
present themselves and determining what destination is most desirable and how 
to get there. 
 
Berkshire Advisors, Inc (2002:8) are of the view that when developing strategic 
plans for local governments it is important to be clear about the focus of the 
strategic planning efforts, to distinguish between local government‘s governance 
and service delivery responsibilities, and to ensure that the strategic plan reflects 
choices about how local government resources and the time of is managers 
should be used. 
 
Phago (2009:483) concurs by stating that an IDP should be a clear manifestation 
of prioritized community needs that require urgent attention from local 
government.  Furthermore a municipality should involve stakeholders who are 
able to contribute to improve municipal service delivery. 
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An IDP is effective for a five year term which coincides with the municipal 
council‘s term in office. The Municipal Systems Act obligates all municipalities to 
develop IDPs which are legislated and supersede other developmental planning 
tools for local development.  The IDP states that IDP is one of the key tools for 
local government to tackle its new developmental role. Ceaser and Theron in 
Phago (2009:484), state that an IDP becomes an all inclusive plan within a 
municipality that ensures that all projects, activities and initiatives have been 
planned for. 
 
Section 25 of the Municipal Systems Act deals with the adoption of the IDP and 
states that each municipality council must, adopt as single, inclusive and 
strategic plan for the development of the municipality that: 
 Links, integrates and co-ordinates plans and takes into account proposal 
for development of the municipality. 
 Aligns resources and capacity of the municipality with implementation of 
the plan. 
 Forms the policy framework and general basis on which the annual budget 
must be bases (ADM IDP 2007-2012). 
 
According to the Community Organisers Tool box an IDP is a super plan for an 
area that gives an overall framework for development it aims to co-ordinate the 
work of local and other spheres of government in a coherent plan to improve the 
quality of life for all the people living in an area.  It should take into account the 
existing conditions and problems and resources available for development. 
 
The plan should look at economic and social development for the area as a 
whole. It must set a framework for how land should be used, what infrastructure 
and services are needed and how the environment should be protected.  An IDP 
should be reviewed on an annually basis.  This is an imperative planning to the 
communities as it outlines the precise services to be rendered and the exact 
costs to be incurred. 
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Makgoba (2006:153) asserts that key statistics are crucial for the provision of 
service delivery and District Municipalities must know the level of service delivery 
and understand the socio-economic dynamics in their area. Furthermore he 
states that linking service delivery plans and targets to the Integrated 
Development Plans (IDPs) ensure that priorities and targets are set where the 
service needs are greatest. 
 
With regard to the provision of water to the communities the development of the 
approach is normally done with the officials and politicians within broader 
structures such as the IDP sector forum.  The ultimate set of programs and 
projects are then discussed with communities in road shows (ADM IDP 2012-
2017) 
 
Plummer (2000: 39) argues that Local Government is generally responsible for 
the delivery of many different services: water supply, sanitation, drainage, solid 
waste, roads, paving and street lighting, and it is evident that poor communities 
can play a very different role in each type of service.  Thus the writer concurs 
with the above statement that the stakeholders and municipal officials should 
work together in order to render economic, efficient and effective service delivery. 
 
According to Makgoba (2006:153), Section 152(e) of the Constitution of 1996 
clearly indicates that one of the developmental roles of local government is to 
encourage the involvement of communities and community organisations in the 
matters of local government. 
 
2.7 WATER SERVICES AUTHORITY 
 
In terms of Local Government Municipal Structures Act, 117 of 1998, any 
municipality that has the executive authority to provide water services within its 
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area of jurisdiction is a water services authority. T his clearly means a district 
municipality is a Water Service Authority (WSA).  
 
Following are the roles of a Water Services Authority: 
 Ensuring access: They must ensure the realisation of the right to access 
to water services, particularly basic water services subject to available 
resources by seeing that appropriate investments in water services 
infrastructure are made.  
 Planning: They must prepare water services development plans to ensure 
effective, efficient, affordable, economical and sustainable access to water 
services which promote sustainable livelihoods and economic 
development.  
 Regulation: They must regulate water services provision and water 
services providers within their area of jurisdictions and within the policy 
and regulatory frameworks set by DWAF through the enactment of by-laws 
and the regulation of contracts.  
 Provision: They must ensure the provision of effective, efficient and 
sustainable water services (including water conservation and demand 
management) either by external water services providers.  
 
The Strategic Framework for Water Services asserts that the primary constitutional 
obligation resting on WSA is the provision of at least a basic level of service to all 
people living within their area of jurisdiction.  The WSDP must show how the WSA 
plans to meet this universal service obligation. 
 
The Municipal Structures Act makes provision for Local Municipalities (Category B) 
to be authorized to perform the WSA function.   
 
According to Water Service Act 108 of 1997 every water services authority has a 
duty to all consumer or potential consumers in its area of jurisdiction to 
progressively ensure efficient, affordable, economical and sustainable access to 
47 
water services.  Haigh et al, (Vol. 36 No.4) concurs with Water Service Act 108 of 
1997 and states the water service delivery according to the Act is the responsibility 
of local government as Water Services Authority. 
 
2.8 WATER SERVICES DEVELOPMENT PLAN 
 
According to the Strategic Framework for Water Services, the primary purpose of 
the Water Services Development Plan (WSDP) is to assist Water Services 
Authorities (WSAs) to carry out their mandate effectively.  The requirement that 
WSAs regularly update their plans and report annually on progress against their 
plans will assist local communities and DWAF to assess how well water services 
authorities are performing relative to their stated intentions and their capacity.  
 
The Strategic Framework for Water Services, further states the functions of the 
WSAs as follows: 
 
All water services authorities must develop a water services development plan 
(WSDP). 
 A new plan must be developed every five years and the plan should be 
updated as necessary and appropriate in the interim years.  
 The WSDP must be integrated with the IDP of the municipality, as required in 
terms of the Municipal Systems Act.  
 The WSDP must integrate water supply planning with sanitation planning.  
 The WSDP must integrate technical planning with social, institutional, 
financial and environmental planning. The planning of capital expenditures 
must also be integrated with the associated operation and maintenance 
requirements and expenditures.  
 The WSDP must be informed by the business plans developed by water 
services providers and with the plans of any regional water services 
providers, as relevant.  
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 The plan must take into account the impact of HIV/Aids on future water 
demand.  
 The WSDP must integrate with the catchment management strategy.  
 The planning process must take into account the views of all important 
stakeholders, including communities, through a consultative and participatory 
process. Every effort must be made to ensure the adequate and meaningful 
participation of women in consultation forums.  
 The draft plan must be made available for public and stakeholder comment 
and all comments made must be considered when preparing the final plan.  
 The contents of the WSDP must be communicated to all important 
stakeholders, including DWAF.  
 A water services authority must report annually and in a public way on 
progress in implementing the plan.  
 
The ADM WSDP (2011) is of the same opinion with the Strategic Framework for 
Water Services by asserting that whilst the WSDP as a legal requirement, the real 
value of preparing a WSDP lies in the need to plan for water services whereby key 
targets are set for a five-year period.  The WSDP is a mechanism towards 
addressing water services priorities, needs and requirements within its area of 
jurisdiction and represents the Council‘s commitment to its constituency in terms of 
water services.  The WSDP also links very closely to the IDP process.  For 
example, the WSDP provides information about water balance, water source and 
quality, water and sanitation services infrastructure, institutional arrangements for 
water services, etc. which informs the IDP process.  Likewise, the IDP priorities 
what influence water services initiatives need to be addressed in the WSDP  
 
During the promulgation of the Water Services Act, 108 of 1997, all South African 
Water services authorities were required to prepare a WSDP.  Haigh et al, (2010) 
concurs with the above statements that the principal legal responsibility for a WSA 
is to complete a Water Services Development Plan every five years with annual 
review.  Haigh et al, (2010) further state that the WSDP encapsulates all the 
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responsibilities and tasks required in water service delivery.  However it does not 
spell out local government‘s role in water resource protection or its responsibilities 
as far as integrated water resource management is concerned. 
 
The WSDP (DWAF, 2001) deals with planning for water service provision, water 
demand management and wastewater treatment.  To develop a strong plan, up-to 
date information from the municipality‘s records is required.  Billing systems and 
associated records become critical.  If the municipality does not have the capacity 
to draft a WSDP, then the local municipality is responsible for providing information 
to the designated consultant drafting the plan and to the District Municipality and 
the Catchment Management Agency.  The WSDP is essential for the completion of 
the province‘s IDP and must be aligned with this.  Drafting a WSDP reveals the 
gaps and problems experienced in water service delivery, although it does not 
reflect information on solid waste management planning procedures (Haigh et al, 
2010). 
 
The Water Services Act 108 of 1997, on the duty to prepare draft water services 
development plan, asserts that every WSA must, within one year after the 
commencement of this Act— 
(a) As part of the process of preparing any integrated development plan in terms 
Local Government Transition Act, 1993 (Act No. 209 of 1993); or  
(b)  If no process contemplated in paragraph (a) has been initiated, 
Prepare — 
i. A draft water services development plan for its area of jurisdiction: and 
ii. A summary of that plan. 
The Minister may extend the one-year period in respect of a WSA in consultation 
with the Minister for Provincial Affairs and Constitutional Development and the 
relevant Province. 
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2.9 PROFESSIONAL SERVICES 
 
In terms of the 1998 National Water Act each water management area has to be 
managed by a catchment management agency. Its mandate is to provide 
equitable, efficient and sustainable water-resource management. In order to carry 
out its task the catchment management agency must establish a governing board 
to develop and administer a catchments management strategy. The members of 
these boards must be constituted so as to represent water consumers, potential 
water consumers, local and provincial government, and environmental interest 
groups (Department of Water Affairs and Forestry 1998). 
 
The purpose of the professional services is to provide support the Water Services 
Development Planning (WSDP) processes for the District Municipality so that: 
 
 The process is aligned to and supports the relevant Local Municipalities 
(LMs) Integrated Development Panning (IDP) processes and overarching 
District Municipal IDP processes. 
 
 The WSDP meets the requirements of the Water Services Act  
(Act 108 of 1997).  
 
 Capacity is built within the District Municipality to undertake water services 
development planning processes within a framework of informed decision-
making. 
 
The ADM Water and Sanitation Services by-law states that the Municipality may 
enter into a service contract for the provision of water services with an applicant in 
accordance with the Municipality's Revenue By-laws. 
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Further on Appointment of water services provider, inter alia states that subject to 
compliance with the provisions of Section 78 of the Local Government: Municipal 
Systems Act, 2000 (Act 32 of 2000) the Municipality may elect to perform the 
function of a water services provider itself or it may enter into a written contract 
with a water services provider as authorised agent, or form a joint venture with 
another water services institution to provide water services within its area of 
jurisdiction. 
 
According to Local Government toolbox a service contract is an agreement 
between a municipality and a service provider to provide a particular aspect of a 
municipal service on a short-term basis (only one or two years).  The municipality 
provides the budget and monitors the performance of the service provider to 
ensure that the service provided is of a good quality and within the allocated 
budget. 
 
An example of a service contract is repairs and maintenance of municipal 
equipment. 
A management contract is an agreement between a municipality and a service 
provider in terms of which the service provider is responsible for all aspects of a 
particular service.  This type of agreement typically lasts between three and five 
years.  An example of a management contract is refuse removal where the service 
provider is responsible for managing the collection of refuse, while using the 
municipality's staff and equipment. 
 
Local Government toolbox further states that a municipal service partnership 
(MSP) is an agreement between a municipality and a service provider. A service 
provider may be another public authority (such as a water board or a district 
municipality), a private company, a non-governmental organisation (NGO) or a 
community-based organisation (CBO). 
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In terms of the agreement, a service provider undertakes to provide a particular 
municipal service on behalf of a municipality within specific timeframes, budget and 
targets.  The service provider will either be responsible for delivering a service to 
the entire community or only a section thereof.  It may also be responsible to 
provide an entire or only a particular aspect of the service - for example, a 
community based organisation can make an agreement to collect rubbish from 
households and streets, and stack it in places where council trucks will collect it.  
Planning for service delivery and improvement 
 
One of a municipality's most important tasks is to find out the needs of its citizens 
and how best to provide for these needs. 
 
 Firstly, a municipality must determine what services it is providing, who is 
receiving it and what the quality thereof is. For example: How often is the 
refuse collected?  
 Secondly, the municipality must determine what services should be 
expanded or improved. Are some areas in the community very dirty and 
poorly maintained?  
 Thirdly, the priorities for expanding or improving services must be decided. 
 
Once it has been established which services are to be expanded or improved clear 
timeframes and targets must be developed for that the municipality can decide the 
best ways to reach its goals.  It must also decide what resources - financial, 
equipment, and skills - it will require to meet its goals.  It may happen that a 
municipality discovers that it does not have sufficient resources and may decide 
that it will phase the provision of services or only provide it to a section of the 
community.  It will also need to rethink how it will implement the provision of 
services. In other words, will it provide the service directly or with a MSP or a 
combination of methods? There are a number of MSP's to choose 
(www.google.co.za.3107/2012). 
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Taylor (2005: 337, Vol.15 Nos.3&4) asserts that radical approaches to introduce 
public-private partnerships (PPPs) for infrastructure provision have been 
unsuccessful.  Several NGOs have become engaged in efforts to involve 
communities in improved infrastructure provision, many line agencies and local 
authorities have devolved some responsibilities for service delivery to the private 
sector through small scale service and management contracts. 
 
2.10 BASIC SERVICES 
 
Basic services such as electricity and energy, water and sanitation, refuse and 
waste removal are critical services to improve the lives of people.  In South Africa 
government has committed to providing a basic amount of free water and 
electricity to poor people (http://www.etu.org.za9/082012). 
 
Cloete (1995:26) on Powers and functions of local government argues that 
Section 175 confers wide statutory regulative and executive powers and 
functions on elected local government to maintain and promote the wellbeing of 
all persons under its jurisdiction.  He further states that it specifically provides 
that a local government shall, to the extent determined in any law, make 
provision for access by all persons residing within its area of jurisdiction to water, 
sanitation, transport, electricity, primary health services, education, housing and 
security to all persons, in safe and healthy environment, provided these services 
can be rendered in a sustainable manner and are financially and physically 
practicable. 
 
In 2000, Government announced policy intent to provide free basic services to 
poor households.  In this regard, water, sanitation and energy were identified as 
basic services to be supported by Government‘s programmes in respect of poor 
households. 
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Chapter 13 of the Constitution states that the unconditional fiscal transfers 
between national, provincial and local government are called the Equitable 
Share.  The Equitable Share is an unconditional grant that each municipality 
receives based on a particular formula which takes into consideration a number 
of factors, including the number of poor people in a municipality.  The local 
government share is meant to ensure that municipalities are able to provide basic 
services, perform their functions and fulfill their developmental mandate. 
 
The Basic Services component is based on the principles that support will be 
given only to poor households, it will be applicable to the functions of water, 
sanitation, refuse removal and electricity, and a distinction will be made between 
poor households served with basic services and poor households that receive no 
services. 
 
The basic services component supports the operating cost of basic services 
provided to the poor.  The formula is based on the estimated cost of delivering a 
package of basic services and the number of poor households in each 
municipality (www.google.co.za10/08/12).  
 
According to the ADM Indigent Policy, as a developmental institution, District 
Municipality needs to commit to supporting measures that assist and empower its 
community.  It is accepted that large sections of the community cannot exist 
without intervention and it is therefore the duty of the municipality to support and 
to ensure that citizens are able to access their constitutional right to have access 
to a basic level of services.  The municipality therefore should adopt an indigent 
policy which embodies an indigent support programme not only providing 
procedures and guidelines for the subsidization of service charges to indigent 
households in the district, but also to increase the quality of life of the 
beneficiaries by assisting them to exit from their indigence. 
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The ADM Indigent Policy which was passes on the 9 November 2009 further 
states that, it is against the above background that the municipality should 
undertake to promote the following principles: 
 to ensure that the Equitable Share received annually will be utilised for the 
benefit of the poor; 
 only and not to subsidise services charges of those who can afford to pay; 
 To link this policy with the municipality‘s Integrated Development Plan 
(IDP), Local Economic Development (LED) initiatives and poverty 
alleviation programmes; 
 To promote an integrated approach to free basic service delivery; and 
 To engage the community in the development and implementation of this 
policy; 
 
In support of the above principles the objective of the policy are to ensure the 
following: 
 The provision of basic services to the community in a sustainable manner 
within the financial and administrative capacity of the Council; 
 The financial sustainability of free basic services through the 
determination of appropriate tariffs that contribute to such sustainability 
through cross subsidization. 
 Establishment of a framework for the identification and management of 
indigent households including a socio-economic analysis where necessary 
and an exit strategy. 
 The provision of procedures and guidelines for the subsidization of basic 
charges and the provision of free basic services to indigent households; 
and  
 Co-operative governance with other spheres of government. 
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2.11 SERVICE LEVEL 
 
The most important factor to consider is the level [or standard] at which the 
service is provided.  The choice of the level of a particular service is influenced 
by affordability as well as community needs.  When municipalities make 
decisions about the level of services they should seriously consider the long-term 
viability of providing a service at that level.  If a municipality provides a service at 
a higher level the costs to provide the service increases and so does the price 
that the municipality will have to charge its customers.   
 
Since municipalities rely heavily on income received from users, if the costs are 
too high and people are unable to pay, the municipality will lose money and as 
will not be able to continue to provide the service. The following table lists the 
different service levels for the most important services: 
Table 1: Service Levels 
Service Type  Level 1 Basic  Level 2 Intermediate  Level 3 Full  
Water Communal standpipes Yard taps, yard tanks In house water 
Sanitation (Sewage collection/disposal 
VIP Latrine Septic 
tanks 
Full water borne 
Electricity 
5-8 Amp or non-grid 
electricity 
20 Amps 60 Amps 
Roads Graded Gravel 
Paved/tarred & 
kerbs 
Stormwater 
drainage 
Earth lined open channel Open channel lined Piped systems 
Solid Waste 
disposal 
Communal (Residents) 
Communal 
(Contractors) 
Kerbside 
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One of the Batho Pele Principles on Service Standards echoes that people 
should be informed about the quality and level of Public Service they will receive, 
so that they will know what to expect. 
 
According to the White Paper on Transformation of Service Delivery (1997), it 
states that local government, a local sphere of government responsible for the 
governance of municipalities should take into account inter alia,  
 
Set service standards - Once the improvement gap has been identified, 
standards can be set and progressively raised to close the gap. Service 
standards are commitment to provide a specified level and quality of service to 
customers. Standards are different from targets, which express longer-term aims 
for the ultimate level and quality of services to be achieved. Service standards 
must cover customer‘s main requirements, such as accessibility of services, 
response times, turnaround times, accuracy, courtesy, provision of information 
and dealing with complaints. 
 
According to the White Paper on Principles of service delivery, inter alia, 
Affordability of services:  Accessibility is linked to affordability.  Even when 
service infrastructure is in place, services will remain beyond the reach of many 
unless they are financially affordable to the municipality.  Municipalities can 
ensure affordability through determining levels.  Service levels which are too high 
may economically unsustainable and jeopardise the socio-economic objectives of 
the Council. 
 
Makgoba (2006:153) argues that, there are a number of challenges facing district 
municipalities in the provision of services district management areas settlements, 
key of which is the lack of adequate funding for service delivery.  He states that 
the receipt of payment for services rendered linked to a low population base 
coupled with a fragmented and generally depressed level of economic activity is 
and continues to be a significant challenge.  He further states that most district 
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municipalities have effectively been subsidising the provision of basic services to 
district management areas on a scale beyond that stipulated in their indigent 
policies. 
 
2.12 FREE BASIC WATER POLICY  
 
The Strategic Framework for Water Services states that, the primary purpose of 
the free basic water policy is to assist in promoting sustainable access to a basic 
water supply by subsidising the ongoing operating and maintenance costs of a 
basic water supply service.  
 
The free basic water policy states that ―the provision of the basic amount 
consumed by poor households per month is free of charge.  ‖The extension of 
free basic water to poor households was recognised by government, as a 
significant poverty alleviation measure, with positive implications for public 
health, gender and equity (DWAF, 2008). 
 
As part of its overall strategy to alleviate poverty in South Africa the government 
has put in place a policy for the provision of a free basic level of municipal 
services.  In his address at the inauguration of the Executive Mayor of Tshwane 
on 10 February 2001, President Mbeki said:  "The provision of free basic 
amounts of electricity and water to our people will alleviate the plight of the 
poorest among us while plans for the stimulation of the local economy should 
lead to the creation of new jobs and the reduction of poverty." 
 
This policy aims to address the key issues and challenges of consumers who 
qualify for free basic services.  The strategic aim is to create an enabling 
environment in which the objectives of revenue generation can be realized, given 
that many of the residents can simply not afford the cost of full provision of 
services.  
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According to the Strategic Framework for Water Services, it is therefore 
appropriate that a key focus of South Africa‘s water services policy should be on 
ensuring access of the poor to adequate, affordable and sustainable levels of 
defined basic water supply and sanitation services (the first step up the ladder). 
 
Makgoba (2006:153) concurs that the provision of free basic services has 
extended basic service delivery to communities who would otherwise not have 
been in a position to pay for them.  
 
According to the Free Basic Services Policy the sole intention of the FBS policy 
is to assist in the provision of FBS indigent households.  Municipalities are well 
placed to take a leading role in providing this service as well as identifying the 
right beneficiaries of FBS (www.google.co.za13/082012). 
 
According to ADM IDP (2012-2017:71), Free Basic Water Services is provided 
through means of a communal stand pipe within 200 meters walking distance 
from households.  This service is found mainly, but not limited to rural areas, 
while indigent consumers living in towns receive a free allocation of 6kl of water 
per month via a normal house connection. 
 
This issue with ―free basic services‖ is that they are free only to the consumer, 
but someone still has to pay for providing the service.  Payment for these 
services is thus received via the ―equitable share‖ allocation (R227 055 967 for 
water & sanitation for the 2011/2012 financial year).  This equates to 
approximately R 88 per household per month.  
 
2.13 ACCESS TO FREE BASIC WATER SUPPLY 
 
According to Lowry (1980:672) on breaking the cost barrier to household water 
service, providing economically feasible household-connected water systems to 
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the rural, low income areas of developing nation is a task of almost overwhelming 
magnitude. 
 
Free basic municipal services are services provided at no charge by the 
Government to poor households. The services currently include water and 
electricity.  These services are provided by municipalities and include a minimum 
amount of electricity, water and sanitation that is sufficient to cater for the basic 
needs of a poor household.  However, policies regulating the provision of basic 
sanitation and refuse removal are yet to be finalised by the relevant sector 
departments of Water Affairs and Environmental Affairs. 
 
This issue with ―free basic services‖ is that they are free only to the consumer, 
but someone still has to pay for providing the service.  Payment for these 
services is thus received via the ―equitable share‖ allocation (R227 055 967 for 
water & sanitation for the 2011/2012 financial year).  This equates to 
approximately R 88 per household per month. 
 
2.13.1 Free basic water  
 
Free basic water consists of at least a basic amount of 6 kl (6 000 l) of water per 
month per household.  This amount may differ among municipalities. One is 
required to pay for water that is used over and above the free supply 
(www.google.co.za2012/08/15). 
 
Section 8 (8.1) of the ADM Indigent policy on extent of indigent assistance and 
support, concurs with the above statement that each registered indigent 
household shall receive water fully subsidized to a maximum of 6 kilolitres (kl) per 
month.  The accountholder will be liable for all payments relating to monthly 
water consumption in excess of 6kl; and the municipality shall be entitled to 
restrict water supply to the property where payment obligations are not met. 
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2.14 WATER SUPPLY 
 
Amathole District Municipality became a Water Services Authority (WSA) and a 
Water Services Provider (WSP) to the ADM district in July 2006.  Over the past 
six years the WSP Division has been building its capacity to manage the water 
services provider function as efficiently and effectively as possible. In June 2006, 
ADM completed its Section 78 process and resolved in the August 2006 Council 
meeting to provide water services through an internal mechanism.  The 
supporting role was reserved for other Government Parastatal/organ of state. 
(ADM IDP 2012-2017:65) 
 
The Water Services Act 108 of 1997 provides that every water services authority 
has a duty to all consumers or potential consumers in its area of jurisdiction to 
progressively ensure efficient affordable, economical and sustainable access to 
water services. 
 
According to ADM IDP (2012-2017:66) where access to water supply is defined 
as: 
“The infrastructure necessary to supply 25 litres of potable water per person per 
day supplied within 200 metres of a household and with a minimum flow of 10 
litres per minute (in the case of communal water points) or 6 000 litres of potable 
water supplied per formal connection per month (in the case of yard or house 
connections).” 
 
As water is a matter of national concern it is obvious that Parliament must issue 
directives on water.  The Water Act, 1956 (Act 54 of 1956), prescribes the 
requirements to be met when constructing water schemes, but the act also 
provides that water works constructed by local authorities may be subsidized.  In 
terms of the provisions of the act and of relevant legislation, municipalities 
constructed their own dams or boreholes to supply water. The Rand Water 
Board, established in terms of Ordinance 32 of 1903 (Transvaal) and now 
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functioning in terms of the provisions of the Rand Water Board Statutes (Private) 
Act, 1950 (Act 17 of 1950), supplies water in bulk to the municipalities on the 
Witwatersrand as well as to Pretoria and other urban areas.  The individual 
municipalities then provide for the construction of reservoirs and reticulation 
systems to supply and sell water to the consumers. In Natal provision is made for 
the establishment of regional water service corporations in terms of the 
provisions of the Water Service Ordinance, 1963 (Cloete, 1997:100-101) 
 
2.15 WATER QUALITY 
 
According to National Water Act, (Act No 36 of 1998) on entitlement to water use 
states that any entitlement granted to a person by or under this Act replaces any 
right to use water which that person: 
 To take or use water. 
 To obstruct or divert a flow of water. 
 To affect the quality of any water. 
 To receive any particular flow of water. 
 To receive a flow of water of any particular quality; or 
 To construct, operate or maintain any waterworks. 
 
Hodgson and Manus argue that the primary responsibility for ensuring the 
provision of safe drinking water rests with WSAs.  WSAs have a legal respon-
sibility to: 
 Monitor the quality of drinking water provided to consumers. 
 Compare the results to national drinking water standards. 
 Communicate any health risks to consumers and appropriate authorities 
as described in the regulations to the Water Services Act (No. 108 of 
1997) Compulsory National Standards for the Quality of Potable Water. 
 
According to Cloete (1997:100) when providing water to the communities the goal 
should not be only to supply sufficient water, but prevention of diseases is 
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essential.  Funds should be sourced in order to establish reservoirs, purification 
works and a water reticulation system. 
 
Access to safe drinking water is a basic human right and essential to people‘s 
health.  Safe drinking water that complies with the South African National Standard 
(SANS) 241 Drinking Water Specification does not pose a significant risk to health 
over a lifetime of consumption, including different sensitivities that may occur 
between life stages (babies and infants, the immuno-compromised and the 
elderly).  Improving access to safe drinking water can thus result in tangible 
benefits to public health and every effort should be made to achieve a drinking 
water quality that complies with national safety standards (Hodgson and Manus). 
 
Part 2 of the ADM Water and Sanitation Services by-law on Standards and 
conditions of supply concurs that water supply services provided by the 
Municipality must comply with the minimum standards set for the provision of water 
supply services as required in terms of regulations 3, 5 and 15 of Regulation 
22355. 
 
Part 3 on Sampling of water further states that the Municipality must determine 
times and must, at those times, and at its cost, take samples of water in the water 
supply system for domestic purposes and cause the samples to be tested for 
compliance with any national standards prescribed in terms of section 9 of the Act. 
 
In order for the municipality to provide good quality of water to the communities 
Part 4 of the water and sanitation services by-law accommodates that a 
municipality may, in order to assist it in its duty under regulations 10, 11 and 13 of 
Regulation 22355, require a consumer, within one month after the end of a 
financial year of the Municipality, to undertake an annual water audit at his or her 
or its own cost. 
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According to the Water Institute of Southern Africa (2012) access to clean drinking 
water and basic sanitation facilities could transform the lives of millions in the 
world‘s poorest countries. 
 
Taylor (1970:269) on crisis in municipal water supplies articulates that Municipal 
government triply involved as discharger, user, and policeman must take the lead 
in analyzing quality problems and finding solutions.  He further states that as the 
largest single distributor of water, municipal governments must take the lead in the 
clean-up effort and the persuasion of millions of people to conserve essential 
supplies and support the economic measures required to reclaim and purify waters 
now being put to waste. 
 
Lowry (1980:672) asserts that the critical problem of safe water for the rural areas 
of developing nations has been recognized.  
 
2.16 CONSTRAINTS ON FREE BASIC SERVICE 
 
Khosa (2000:71) argues that ―many people who qualify for subsidy on the basis of 
low incomes are left out because their dwellings have no connection to the 
municipal water supply‖.  This reason is replicated in municipalities all over the 
country and is due to a lot of factors, such as lack of Human Capital with the 
Engineering departments of municipalities, thus the municipalities are not able to 
install infrastructure in time for their needy communities. 
 
Since 1994, significant progress has been made in the provision of basic services, 
including drinking water and sanitation.  However, notwithstanding this progress, 
service delivery backlogs still exist in key areas including the provision of safe 
drinking water.  The quality of the drinking water being provided at point-of use is of 
vital consideration.  It is anticipated that there is an unacceptably high incidence of 
poor drinking water quality occurs in non-metro South Africa. Reasons for failure of 
drinking water standards include: 
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(d) A lack of understanding by WSAs regarding the requirements for effective 
drinking water quality management  
(e) Inadequate management including monitoring of drinking water services 
(f) Inadequate asset management 
(g) Inadequate WSA institutional capacity (staffing, funding, expertise, 
education) 
(h) Lack of intervention to address poor drinking water quality when detected 
(Hodgson and Manus). 
 
According to the ADM WSDP (2011), the severe drought, old infrastructure, 
funding constraints, high water loss and low levels of revenue collection have been 
constant challenges in water provision. 
 
According to the Strategic Framework for Water Services, the key challenges of 
the free basic water policy are as follows:  
 
The provision of the infrastructure (facilities) is necessary to provide access to 
water to all households.  
 
 The development of subsidy mechanisms which benefit those who most need 
it (including households in remote rural areas, especially those served by 
small local systems and vulnerable groups such as female- or child-headed 
and HIV/Aids-affected households). 
 The equitable treatment of large households and multiple households sharing 
one connection.  
 Collecting revenue for services rendered over and above an allocated free 
basic amount.  
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2.17 CONCLUSION 
 
This chapter reviewed literature on basic service delivery.  The chapter explored 
the Constitutional responsibility of the offer for free basic services based on free 
basic services Policy.  The chapter also discussed the legislative framework that 
influences service delivery.  The onus of a District Municipality as a Water Service 
Authority was also deliberated including the purpose of developing a WSDP.  
Lastly the chapter touched on the constraints on provision of FBS.  The next 
chapter will entail the research methodology used in the study for purposes of 
collecting data to probe the stated problem. 
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CHAPTER THREE 
 
3 RESEACH DESIGN AND METHODOLOGY 
 
3.1 Introduction 
 
This chapter focuses on the methodology used in undertaking this study, 
data collecting techniques, data analysis, sampling methods and ethical 
consideration that were followed in the dissertation.  Leedy (1997:9) 
argues that methodology is the core concept underlying all research 
process.  
 
In this chapter the qualitative methodology is discussed as research 
methods used to collect data for the study.  This chapter further outlines 
research survey as a method of collecting data from the respondents.  
Self-administered questionnaires are discussed as survey methods to 
collect data 
  The chapter conclude by indicating how the data was analysed. 
 
Bless et al, (2006:71), write that methodology is a specification of the most 
adequate operations to be performed in order to test a specific hypothesis 
under given conditions.  The chapter describes the research design and 
methods used in this study.  In this exposition, methodology refers to the 
method adopted in this analysis.  Neuman, (2006:25) writes that research 
is designed to offer practical solutions to a concrete problem or address 
the immediate and specific needs of clinicians or practitioners.  As there 
are many definitions on methodology, in this investigation the following 
few definitions were cited.  Research design relates directly to the testing 
of hypotheses. Mouton (2001:55), defines a research design as a plan or 
blue print of how to intend conducting a design.  Babbie and Mouton 
(2001:104), argue that a research design is a plan or structured 
framework of how you intend conducting research problem.  The latter 
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authors further assert that research methodology refers to the methods, 
techniques, and procedures that are employed in the process of 
implementing the research design or research plan.  Strauss and Corbin 
(2000:1) cite that research methodology can be described as a scientific 
process that seeks to provide answers to questions through a systematic 
approach with the support of credible data. Bless and Higson-Smith 
(1995:62) assert that a capable and accurate instrument of measurement 
must be found or designed. 
 
3.2 RESEARCH METHODOLOGY 
  
Research Methodology is perceived as a system through which a 
researcher is able to collect, analyze and interpret data for the realization 
of the research aims.  A qualitative research method was therefore 
conducted using a range of methods which use qualifying words and 
descriptions to record and investigate phenomena.   
 
According to Braynard and Hanekom (1997:28) research methodology or 
methods of collecting data, necessitates a reflection on the planning, 
structuring and execution of the research in order to comply with the 
demands of truth, objectivity and validity.   
 
 An interpretive approach/method is the procedure that involves studying a 
small number of subjects through extensive and prolonged engagements 
to develop patterns and relationships of meaning (Cresswell, 1994:12). 
  
According to Memani (2010:5) research methodology is a way of thinking 
about and studying social reality.  Furthermore it is a system of methods 
and procedures followed to collect data and information pertinent to the 
study. There are two approaches of research methodology namely 
qualitative and quantitative approaches. 
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Qualitative research is characterized by the fact that the researcher is 
trying to get to multiple meanings.  It is a way of collecting information on 
the knowledge, values, feelings, attitudes, beliefs and behaviors of the 
target population.  
 
3.2.1 Qualitative Research Method 
 
Friedman (2006:46) argues that in a qualitative research the relationship 
between variables is vague; the questions that you want to test are 
generalized.  This means the researcher has many open-ended questions, 
and from the answers to them a researcher tries to identify the ends.  
Neuman (2000:7) is of the opinion that the qualitative research approach 
considers data in terms of words, pictures or objectives. 
 
Qualitative research method is used when a researcher is confronted with 
information or data that cannot be quantified.  Mouton and Marais 
(1990:175) write that qualitative research is characterized by the fact that 
the researcher is trying to get multiple meanings and interpretations rather 
than impose one dominant interpretation.  There are some kinds of 
information that cannot be adequately recorded using quantitative data.  In 
many cases language provides a far more sensitive and meaningful way 
of recording human experience.  In these cases, words and sentences are 
used to qualify and record information about the world.  The research is 
qualitative in nature (Bless ,et al, 2006:44).  
In this examination, qualitative methodology is followed.  It is preferred for 
relevance in this investigation.  In order to ensure relevance and 
practicality of this research in the said municipality, few questions were 
posed to the targeted individuals of the cited municipality by means of self-
administered questionnaires.  Qualitative research paradigm is described 
as the general research approach in social research in terms of which 
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research takes as its point of departure the insider perspective on social 
action.  
 
Jakatyana (2010:91) also asserts that the qualitative research paradigm 
arises from an antipositivistic, interpretative approach, is idiographic and 
holistic in nature and its goal is to understand social life and the meaning 
that people attach to everyday life.  It elicits participant accounts of 
meaning, experience or perceptions and generates descriptive data in the 
participant‘s own written or spoken words.  Participant‘s beliefs and values 
that underlie the phenomena are thus identified by the qualitative 
paradigm.  The key elements that a qualitative research is concerned with 
understanding rather than explanation; naturalistic observation rather than 
controlled measurement; and the subjective exploration of reality from the 
perspective of an insider as opposed to the outsider perspective that 
dominates the quantitative paradigm.  
 
3.3 RESEARCH DESIGN 
 
Bless and Smith (1995:63) argued that a research design has two meanings.  
They define one of the meanings as the planning of any scientific research from 
the first to the last step whereas Babbie and Mouton (2001:647), define it as a 
plan or structured framework of how you intend conducting the research process 
in order to solve the research problem.  The researcher will use Amathole District 
Municipality as a case study to be able to do an in-depth investigation.   
 
The design employed in this study is the qualitative approach using self 
administered questionnaires as a method of data collection and the reviewing of 
existing study material and public documents such as books, reports, internet, 
and journals relevant to this dissertation. 
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3.4 DATA COLLECTION METHODS/TECHNIQUES 
 
Data collection is form of collecting information from various sources.  According 
to Mouton (2001:104) data may be gathered by a variety of data collection 
method, these methods correspond with the data sources.   
 
Ladyer (1993:54) concurs with Mouton by further stating a number of instruments 
that can be used to gather data.  Inter alia he mentioned interviews, documentary 
analysis, intakes forms, questionnaires and interviews, and attendance records. 
 
In order to deal with the real problem the researcher used both the primary and 
secondary data.  Primary data was collected through questionnaires.  To collect 
primary data a questionnaire with open-ended questions was designed and 
distributed to selected respondents within ADM which were inclusive of the 
Senior Officials and the relevant Politicians as the policy makers.  Open ended 
questions afford the respondents an opportunity to give opinions in their own 
words.  The selection of respondents was based on strategic positions; 
knowledge and experience regarding basic service delivery in particular water 
provision to the communities.   
 
Kumar (2005:126) argues that a questionnaire is a method used for collecting 
data by means of written questions which calls for responses on the part of the 
respondent.  Bless ,et al, (2006:117) assert that questionnares can be used 
without direct personal contact with respondents.  They further explain that self-
administered questionnares are completed by respondents themselves, without 
the assistance of an interviewer.  Further they assert that this can be done either 
by distributing a questionnare and collecting it once it has been filled out. 
 
A self-administered questionnaire was designed.  This type of questionnaire is 
only appropriate when the population under study is adequately literate.  The 
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respondents will be asked to complete the questionnaires themselves (Babbie 
and Mouton, 2001:258).  Hence the researcher deduced by virtue of the 
respondent‘s positions held at the ADM that this method of data collection is 
appropriate.  
 
Questionnaires were hand-delivered and subsequently collected from the 
respondents by the researcher in order to verify completion and to elucidate 
uncertainty.   
 
3.5 DATA ANALYSIS 
 According to Mouton (2001:108) all fieldwork culminates in the analysis and 
interpretation of some set of data be it quantitative survey data, experimental 
recordings, historical and literary texts, qualitative transcripts or discursive data.  
He further asserts that analysis involves ―breaking up‖ the data into manageable 
themes, patterns, trends and relationships.  The aim of analysis is to understand 
the various constitutive elements of one‘s data through an inspection of the 
relationships between concepts, constructs or variables and to see whether there 
are any patterns or trends that can be identified or isolated or to establish themes 
in the data. 
 
Bryman (2004:398) asserts that clear-cut rules about how qualitative data 
analysis should be carried out have not been developed; however, there are 
some general approaches to qualitative data analysis.  One being grounded 
theory which according to Babbie & Mouton (2001:499) begins with coding, i.e. 
asking questions and making comparisons.  
 
The researcher used this method for the qualitative data.  The data collected was 
coded and categorized using computer software in order to see their patterns and 
interrelatedness as this will allow for a comprehensive analysis, interpretation 
and discussion of collected data.  The themes were then ground the arguments 
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that were presented in the discussion.  Data display techniques was used in this 
study.  Text, tabular and graphic presentations were used solely to present the 
biographical data.  Graphical presentations are chosen as they make it easier to 
see the pertinent features of a set of data and they can be constructed for every 
type of data, i.e. qualitative or quantitative data. 
3.6 UNIT OF ANALYSIS AND SAMPLING 
  
Bless, et al (2006: 97) define sampling as a technical accounting device to 
rationalize the collection of information, to choose in an appropriate way the 
restricted set of objects, persons, events and so forth from which the actual 
information will be drawn.   
 
Kumar (2005: 144) describes that sampling is the process of selecting a few 
cases from a bigger group to become the basis for estimating or predicting the 
prevalence of an unknown piece of information, situation or outcome regarding 
the bigger group, in other words a subgroup of the population in which the 
researcher is interested in.  Sampling enables the researcher to study a relatively 
small section of the population and still be able to gather data representative of 
the whole.  There will be a specific sample size to avoid waste of time and costs 
as gathering data on a sample is less time consuming and less costly for the 
researcher, hence samples may produce more accurate data economically and it 
is feasible to use a sample because a complete coverage of the total population 
cannot be reached due to some various constraints.  However, the number will 
accommodate non-response and inaccurate questionnaires. 
 
For the purpose of this study, the unit of analysis will be the ADM and the 
population will be ADM officials from Engineering Services and the relevant 
Politicians.   
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Figure 3.6.1: Map of Amathole District Municipality 
 
Source: Urban-Econ Eastern Cape, 2009 
 
3.7 Purposive/Judgemental Sampling 
 
According to Babbie and Mouton (2006:166) sometimes it is appropriate for you 
to select your sample on the basis of your own knowledge of the population.  
Warwick and Linenger (1975:74) write that in purposive sampling, sample 
elements are chosen by the researchers using their own discretion about which 
informants are typical or representative.  Bless and Smith (2000:92) concur with 
Warwick and Linenger that purposive or judgemental sampling method is based 
on the judgement of a researcher regarding the characteristics of a 
representative sample.  They further declare that a sample is chosen on the 
basis of what the researcher considers to be typical units.  
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Bailey (1982:99) concurs with the abovementioned authors and is citing that in 
purposive sampling the investigator uses his or her own judgement about which 
respondents to choose, and picks only those who best meet the purpose of the 
study.  
 
Nel (2001:345) clarifies this point by arguing that, sampling procedures must be 
designed so that samples of the actual population are collected accurately and 
consistently and reflect the concentrations of the population at the place and time 
of research.  Thus the objective of choosing a sampling procedure is to select a 
sample that is representative of the population from which they are drawn. 
 
In this study the researcher used purposive/judgemental sampling because it 
helps in the identification of the people from which information could be gathered.  
Purposive/judgemental sampling was also used in the interest of time because 
the researcher does not waste time on those people who do not possess the 
information that is required in this study.  
 
To ensure fair representativeness, respondents were selected from different 
categories, that is, senior management and on the political side as well.  
Purposive sampling was used on officials, who deal directly with water services 
provision such as, Director: Engineering Services, General Manager: Water 
Services Authority, General Manager: Operations and Maintenance (O & M), 
Senior Manager: Water Services Provision, Project Manager: Refurbishment, 
Water Services Authority, Executive Mayor, the Speaker and the Portfolio Head: 
Water and Sanitation.  A total of eight (8) respondents were selected based on 
the sampling method explained above. 
The reason for choosing these categories of employees is their influence on the 
basic service delivery and their insight and understanding of the research topic, 
as they interact directly with the communities.  The Politicians are chosen 
because they are the ones who are the policy makers which are then 
implemented by the officials.  The Politicians also have a privilege of liaising with 
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the people at the ground level and also chair the standing committees and 
Council meetings. For example the Portfolio head in question chair the 
Infrastructure Standing Committee which deals with water provision, the 
Executive Mayor chair the Mayoral Committee and the Speaker chair the Council 
meeting  This method is aimed at getting as more relevant and invaluable 
information for the research as possible. 
 
3.8 ETHICAL CONSIDERATIONS 
 
Ethics relate to conforming to the standards of conduct of a given profession or 
group. Kalof et al (2008:46) state that ethics in research are important because 
they define what is and is not permissible to do when conducting research.  Thus 
ethics serve as moral codes that guide the activities of a researcher.  
 
According to Brynard and Hanekon (1997:4) there are two overarching ethical 
requirements for researchers i.e. honesty and confidentiality.  Honesty pertains to 
the manner of reporting.  Research should be conducted in a responsible 
manner.  They further write that researchers may stumble upon data of 
confidential nature, the publication of which could be harmful to persons or 
groups involved.  Researchers should remember that the interests of the 
participants always prevail and that no confidential data should be recorded or 
published.   
 
Neuman (2003:139) writes that confidentiality means that information may have 
names attached to it but the researcher holds it in confidence or keeps it secret 
from the public. Babbie and Mouton (2001:523) state that the researcher can 
identify a given person‘s responses but essentially promises not to do so publicly. 
 
Miller & Brewer (2003:95) argue that social research is a dynamic process that 
often involves a disturbance into people‘s lives and therefore largely depends on 
77 
the establishment of a successful relationship between the researcher and the 
respondent (s).  Central to this relationship is ethical responsibility, integral to the 
research topic and to research design and planning.  In conducting the study, the 
researcher adhered to the spirit of research ethics.   
 
Bak (2004:28) asserts that any research that involves people must show 
awareness of the ethical consideration and an agreement to conduct the 
research in accordance with ethical procedures.  De Vos et al (2005:56) write 
that subjects can be harmed in a physical or emotional manner.  The 
responsibility for protecting the respondents against harm reaches further than 
mere efforts to repair or minimize such harm afterwards.  Mouton (2001:245) 
writes that the process of conduct research must not expose the subjects to 
substantial risk of personal harm.  According to Babbie and Mouton (2006:522) 
social research should never injure the people being studied, regardless of 
whether they volunteer for the study or not.  The researcher adhered to ethical 
guidelines as a standard and a basis by ensuring that respondents‘ privacy is not 
invaded and that no harm is caused to participants. 
 
Ethical issues such as confidentiality, informed consent and voluntary 
participation was strictly observed by ensuring that the participants are informed 
of the research nature that it is voluntary and that they can withdraw at any 
moment during the course of the interviews.  Prior to the population of the 
research questionnaires consent forms were issued to the selected participants 
and a logic explanation of the purpose of the research was provided and they 
were informed about their safety.   
 
According to Neuman (2003:135), informed consent is a fundamental ethical 
principle of social research, furthermore he states that participation should be 
voluntary and no one should ever be coerced into taking part in a research. Bless 
et al (2006:142) write that participants have a right to know what the research is 
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about, how it will affect them, the risks and benefits of participation, and the fact 
that they have the right to decline to participate if they choose to do so. 
 
The researcher further guaranteed anonymity and confidentiality by not divulging 
the identity of the respondents and the manner in which the questionnaires were 
designed will not create such suspicion.  Permission was solicited from the 
Municipal Manager (MM) prior the distribution of the questionnaires. 
 
3.9  CONCLUSION 
 
In this chapter an account of the methodology used in the study was provided.  
Qualitative method was used.  The chapter further described the sampling 
procedures used to select the respondents and to ensure representativeness, 
dependability and relevance of the target group for this study.  In this study self – 
administered questionnaires were used as data collection tools.  Ethical issues 
observed in the study were highlighted and justified.  The next chapter will focus 
on the presentation, analysis and interpretation of the research data collected 
using the methodology described in this chapter. 
79 
CHAPTER FOUR 
4. DATA PRESENTATION, ANALYSIS AND INTERPRETATION 
 
4.1 INTRODUCTION 
 
All fieldwork culminates in an analysis and interpretation of some set of 
data, be it quantitative survey data, experimental recordings, historical and 
literary texts, qualitative transcripts or discursive data.  Analysis involves  
―breaking up― the data into manageable themes, patterns, trends and 
relationships (Mouton, 2001:108).  Thus the data collected is broken down 
into themes for the purpose of analysis and interpretation.  
 
 This chapter deals with the processing of collected data into an acceptable 
form, that is analyzing and interpretation of collected data.  The findings to 
be presented in this chapter will provide answers to the research 
questions and aim at achieving the objectives of the study. 
 
The purpose of this chapter is to present, analyze, and interpret the data 
collected from the respondents sampled in Amathole District Municipality 
using charts only on biographical data which is entailed in Section A and 
discussions thereof. 
 
The research findings from the respondents who deal direct with water 
provision such as Engineering Senior Management which is composed of 
Director: Engineering Services, General Manager: Water Services 
Provision, Senior Manager: Water Services Provision, Planning 
Refurbishment Manager and the Mayoral Committee members which 
comprise the Executive Mayor, the Speaker and the Portfolio Head: Water 
and Sanitation are presented simultaneously.  The data collected from the 
respondents brings to the fore a number of observations. 
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This chapter does not deal with every issue that was contained in the 
questionnaire but attempt to explore issues that are having impact on the 
research topic. 
 
4.2 QUALITATIVE DATA ANALYSIS 
 
The previous chapter depicted that questionnaires were designed with structured 
questions and distributed to respondents within the above-mentioned ADM 
departments to solicit the determinants of effective basic service delivery. 
 
 In the following graphs the researcher interprets, discusses and analyses the 
findings for each test item only on the biographical data. 
 
Table, 4.2.1: Questionnaire distributed and received 
Questionnaire Distributed Received Response Rate (%) 
Senior 
Management 
4 4 100% 
Councillors 3 3 100% 
 
It can be deduced from the above table that the response figures for 
questionnaire for Senior Management was 100%, and the questionnaire for 
Councillors was also 100%.  This shows that the total number of respondents 
used was seven (7) and that all the respondents returned their completed 
questionnaires showing a total response rate of one hundred percentages 
(100%). According to Bailey (1982:165) a response figure of at least fifty percent 
(50%) should be sufficient for analysis of the data, a figure of sixty percent (60%) 
can be seen as ―good‖ and a figure of seventy percent (70%) can be seen as 
―very good‖.  It is clear from the above that the research had a very good 
response rate result for interpretation.  
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4.3 DEMOGRAPHIC DETAILS OF THE RESPONDENTS 
The following diagrams depict the gender, age, level of education of the 
respondents. 
 
4.3.1. Gender Distribution 
 
The gender distribution of Senior Management and Councillors of the 
Mayoral Committee (MC) of the Amathole District Municipality (ADM) 
 
The respondents used by the researcher consisted of both males and 
females. Within the respondents that returned their filled questionnaires, it 
was observed that six (7) respondents comprise males and one (1) 
respondent comprises female.  This then translates to eighty five percent 
(85%) of male respondents and fifteen percent (15%) of female 
respondents within the Amathole District.  It is inferred that the males 
dominated the females and the issue of gender equality needs to be 
addressed as required by Affirmative Action and Employment Equity Act 
55 of 1998. 
The combined gender equality for both the staff and Councillors (Cllrs) 
within the ADM are represented graphically as shown in figure 4.3.1.1: 
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Figure 4.3.1.1: Gender Distribution 
 
 
 
4.3.2 Age Distribution 
 
The age of the respondents indicates that they were all matured with the 
highest age range being 40-49 and 30-39 being the lowest age range in 
the age distribution. Forty three percent (43%) of the respondents had 
ages that ranged from 40-49.  It is deduced from the aforesaid information 
that the ADM has experienced personnel.  This poses no threats for the 
retirement of the personnel as the highest age range does not exceed 
forty nine years.  The age of these respondents are represented 
graphically as shown on figure 4.3.2.1 below: 
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Figure, 4.3 2.1: Age Distribution 
 
 
4.3.3 Educational Qualifications 
 
The highest educational qualifications of the Senior Managers and 
Councillors of the ADM Mayoral Committee show that they all hold 
postgraduate degrees. 
The education levels of the respondents ranged from honours degree to 
masters degree level. Four (4) of the respondents hold honours degree 
whilst three (3) hold masters degree. This then translates that the 
percentage of respondents with hounours degree is fifty seven percent 
(57%), the percentage of respondents with masters degree is forty three 
percent (43%).  It is construed that the key positions are held by the 
postgraduates.  The educational qualifications of the respondents can be 
graphically presented as depicted in figure 4.3.3.1 below: 
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Figure, 4. 3.3.1: Distribution according to the highest qualification 
 
 
 
5. KEY AREAS OF THE QUESTIONNAIRE 
 
The research questionnaire comprises four (4) sections i.e. Section A, B, C and 
D. 
 
Section A was for collecting data on gender; age and level of education. Section 
B, C and D were developed to determine determinants of basic service delivery 
and challenges encountered when delivering services. 
 
5.1 Responses on Legislative Framework 
 
The responses on the legislative framework are presented in the following 
paragraphs: 
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5.1.1 Does Amathole District Municipality have legislative 
framework regulating the provision of water? 
 
Regarding to the views of whether the ADM has a legislated 
framework or not, all the respondents agreed and further stated 
that the ADM became Water Services Authority in 2003 as per the 
Local Government Municipal Systems Act 32 of 2000 and through 
a Section 78 became the Water Service Provider from 1 July 
2006.  
 
The deduction all the respondents are aware of the legislative 
framework that is governing water provision. 
 
5.1.2 Does the ADM need to take a policy decision on how to 
respond proactively to the need to provide basic water to be 
used for human consumption as well as water for other uses? 
  
 The majority of the respondents agreed that there is a need to take 
a policy decision on how to respond proactively to the need to 
provide basic water to be used for human consumption as well as 
water for other uses.  They also indicated that there is a need for a 
streamlined policy but should be accompanied by strong monitoring 
mechanism.  The other data collected from the minority is 
contradictory to the aforesaid as it articulates that there was no 
need as policies have already been formulated to address such 
needs, services rendered are legislated. 
 
The deduction is that the respondents are all aware that the policy 
cannot be one size fits all it needs to be applied differently to 
various municipalities. 
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5.2 RESPONSES ON PROVISION OF WATER 
 
The responses on provision of water are presented in the following 
paragraphs: 
 
5.2.1 Is the water provision function included in the strategic objectives of 
the ADM? 
  
 5.2.1.1 If yes please specify 
 
 
The research findings indicated that all the respondents agreed that 
the function is included in the strategic objectives of the ADM and 
were also of the view that water provision function is part of the 
strategic document of the institution called Integrated Development 
Planning (IDP). IDP is informed by Sector Plan that deals 
specifically with how water service will be provided.  
 
Section 25 of the Municipal Systems Act 32 of 2000 deals with the 
adoption of the IDP and states that each municipality council must, 
adopt as single, inclusive and strategic plan for the development of 
the municipality. 
 
The deduction is that the rendering of water is one of the basic 
services, failure to render that service could create health hazard. 
 
5.2.2 Responses on who has the duty to provide access to water services 
 
Findings of the research indicated that all the respondents indicated that 
the ADM as a Water Services Authority (WSA) has the onus to exercise 
such services in its area of jurisdiction. 
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 The deduction is that as Senior Managers and Councillors are aware of 
the mandate to render such a service. 
 
5.2.3 What measurements are in place in terms of providing and 
monitoring water provision for other uses other than human 
consumption? 
 
The respondents stated the measurements that are in place as follows: 
 Billing per consumer type e.g. business, industry, agriculture or 
domestic consumer. 
 Every water connection is provided with water meter. 
 Engaging relevant departments which are also responsible for 
water provision as per their functions i.e. Department of Education 
(schools), Department of rural Development (irrigation) etc. 
 Restricting non-paying consumers. 
 Fixing internal plumbing leaks and system leaks and leaks at 
reservoirs. 
 Services are in line with the Water Services Act and the Municipal 
by-laws. 
 
It can be deduced that the Senior Managers are aware of the fact that 
these measurements are there to guard against misuse of water. 
 
5.2.4 What does the ADM need to do in order to provide sustainable basic 
service delivery? 
 
According to the feedback from respondents they perceived that it needs 
to improve cost recovery and reduce water loss.  They were also of the 
view that the ADM has to ensure that it gets adequate funding.  There 
should be bulk water infrastructure provision as against bore holes. ADM 
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should invest on alternatives such as water reuse and desalination.  There 
is a need to influence the change in policy regime to allow yard connection 
to mitigate water loses. 
 
What can be deduced from the above responses is that there is a need for 
proper planning, feasibility studies looking at sustainability of the water 
sources. Also there is a need for master planning looking at the current 
and future demands. 
 
5.2.5 Are there any meters installed and flow limiting devices where 
appropriate? 
 
 All the respondents were of the view that there are domestic meters at all 
households with yard water connections and flow is only limited if 
consumers are not paying their accounts.  They also agreed that is 
applicable at the level of bulk water reservoirs and in the urban areas. 
 
The deduction is that the respondents are aware on how to mitigate water 
loses. 
 
5.3 RESPONSES ON THE PROVISION OF SERVICES TO THE CITIZENS 
 
The responses on the provision of services to the citizens are presented in the 
following paragraphs: 
 
5.3.1 What are the core functions of the District Municipality? 
 
According to the data which was collected from the respondents Water 
and Sanitation; and Municipal Health are the core functions of the District 
Municipality. 
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It is deduced that the ADM as a District Municipality has a mandate to 
provide the legislated basic services. 
 
5.3.2 In your perception are the communities satisfied with the manner in 
which basic services are rendered by the ADM? (Please motivate 
your answer) 
 
As the ADM has made a provision to record all concerns in the form of a 
―call centre‖ and Satellite offices the respondents inferred that the 
communities are satisfied with the rendering of services by the ADM but 
they complain about the quality of those services.  The respondents are of 
the view that the quality is compromised by the issue of dilapidated 
infrastructure which makes service supply unreliable.  Also the dropping of 
underground water levels and reduced flows in rivers within the ADM 
jurisdiction were also a challenge. 
 
Others were of the view that even though the communities are satisfied 
the funding is impeding the ADM from keeping them happy all the time. 
 
The deduction is that the municipality is aware that the communities are 
not satisfied, that awareness is shown by the establishment of a ―cal l 
centre‖ and Satellite offices. 
 
5.3.3 Is the Integrated Development Planning (IDP) considered prior to 
rendering of basic services? 
 
The respondents are of the view that the IDP is considered prior rendering 
of basic services because it is the document that guides how to provide, 
where to provide services. In its situational analysis it helps to identify the 
appropriate areas where the services should be directed. 
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It can be deduced from the above responses that the IDP is the tool that 
assists the ADM with planning of rendering basic services.   
 
5.3.4 Does the Integrated Development Plan (IDP) really assist in terms of 
meeting the service delivery? 
 
Data gathered from the respondents portrayed that the IDP does assist in 
planning though there are sometimes delays because of the nature of the 
project. 
 
It can be deduced that the respondents are aware of the fact that the IDP 
and the rendering of services to the people are intertwined. 
 
5.3.5 In your opinion does the ADM provide adequate services? 
 
The data collected from the respondents depicted that the views of the 
respondents differ as the majority agreed that the services are enough 
whereas the other data collected from the minority is contradictory to the 
aforesaid as it articulates that services rendered by the ADM are not 
enough in all areas reason being the inadequate funding as well as the 
bureaucratic processes of Municipal Infrastructure Grant (MIG) 
registration.  Despite some challenges i.e. water service backlogs, 
insufficient funding and inadequate water resources as some areas rely on 
boreholes. 
 
The deduction of the above is that as much as the basic services have 
been rendered there is still a massive room for improvement. 
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5.3.6 What can be done to improve the performance of the municipal 
employees? 
 
All the respondents were of the view that there should be appropriate skills 
development.  Skills Retention Policy should be implemented.  Good 
performance appraisal by means of support from the Councillors and 
Senior Management. 
 
What can be deduced from the above responses is that there is a 
connection between the rendering of services to the people and the 
improvement of the performance of the municipal employees. 
 
5.4 RESPONSES ON THE FACTORS INFLUENCING EFFECTIVE BASIC 
SERVICE DELIVERY 
 
 5.4.1 Please specify factors influencing effective basic service delivery 
 
 The data collected from the respondents depicted that the factors 
influencing effective basic services inter alia are as follows: 
 
 Community involvement 
 Adequate funding; 
 Skilling of the employees; 
 Prompt response to the queries;  
 Implementation of ―Batho Pele Principles‖ 
 Strategic Planning;  
 Monitoring of projects; 
 Credible IDP and 
 Efficient utilization of resources. 
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It can be deduced from the above that the resources, be it financial or 
human are necessary to effective basic service delivery. 
 
5.4.2 Are the communities consulted in regard to their water needs prior to 
basic delivery? 
 
 5.4.2.1 If yes, please explain 
 
All the participants were of the view that community is mobilized 
prior the water provision in platforms such as IDP road shows, 
water forums, project steering committees in order to participate 
during the deliberations. 
 
 It can be deduced that the people are consulted through road shows. 
 
5.4.3 Are the methods applied when providing water to the communities 
effective? 
 5.4.3.1 If yes, how effective they are? 
 
 The responses from the participants depicted that the methods 
applied when providing water to the communities are effective. 
 
 The deduction from the above is that the communities are 
currently having an understanding of how to deal with water 
provision and are also able to bring the issues to the fore that 
are emanating as challenges.  
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5.5 RESPONSES ON THE CHALLENGES FACED WHEN PROVIDING WATER 
 
5.5.1 What are the challenges confronted by the ADM when providing 
water to the communities? 
  
 The challenges confronting the ADM when rendering services in particular 
water provision were articulated by the respondents as follows: 
 
 Aging infrastructure especially Windmills. 
 Poor cost recovery. 
 Poor access to sites. 
 Low density settlement patterns. 
 High indigent levels due to high rural percentage. 
 Vandalism and illegal connection. 
 Funding constraints which do not tally with backlog. 
 Capacity to spend. 
 Misuse of water and water leaks. 
 Delays due to bureaucracy. 
 Long distances between communal taps. 
 Geographic landscape. 
 Scarce water resources that lead to change in strategy. 
 
The deduction of the above responses depict that funding does not tally 
with the backlog.  The existing infrastructure especially the Windmills is 
not being serviced.  There is a massive need for improvement judging 
from the challenges portrayed above.  Water resources are scarce and 
that leads to change in strategy and focus in building bulk water reservoir 
which prolongs the water provision. 
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5.5.2 To what extent have these challenges affected the rendering of basic 
services to the community? 
 
The data collected from the respondents articulates that the vandalism, 
illegal connection and delays impede the smooth rendering of basic 
services.  The respondents are of the view that much time is spent on 
planning and resource mobilization prolongs the realization of the set 
target to deliver water to every community hence people are beginning to 
lose patience. 
 
It can be deduced from above that the water leaks that are not being 
attended on time result to health hazard. Vandalism, illegal connection 
and delays result in other areas/communities to become impatient and not 
getting sufficient water. 
 
5.5.3 How can these challenges be minimized? 
 
The respondents are of the view that challenges could be minimized 
through consumer education and also ward committees should be 
mandated to deal with illegal water connections.  Also the conclusions of 
the discussion on multi jurisdiction of Cacadu, Chris Hani, ADM and O.R. 
Tambo District Municipality.  The data collected articulates that there is a 
need to rework fiscal funding formula especially for provinces as Eastern 
Cape.  It further reflects that skills transfer from Private Sector, State 
Owned Enterprises and Water Authorities need to be intensified. 
 
 It can be deduced from the above that public participation is a crucial 
issue and that could assist in retaining the resources that the community 
already has. There is a need to budget properly for equitable share. 
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5.6 RESPONSES ON THE CHALLENGES FACED WHEN PROVIDING WATER 
 
5.6.1 In your opinion are there any instances of performance discrepancy 
in this District Municipality? 
 
The respondents are of the view that there is no performance discrepancy 
as the services rendered according to the IDP which is authored and 
owned by the people. 
 
It can be deduced that the IDP is being followed.  The Senior Managers 
are quite clear of what is entailed in the IDP document. 
 
5.6.2 What can be done in order to enhance the performance of the ADM 
when rendering basic services? 
 
All the respondents are of the view that there should be appropriate skills 
development.  Skills Retention Policy should be implemented.  Good 
performance appraisal and there should be a monitoring and evaluation of 
projects. 
 
It can be deduced that people should be employed on merit.  Intense 
training and focusing on Project Management and Contract Management 
enhance monitoring and evaluation. 
 
5.6.2 What determined the clean audit at Amathole District Municipality? 
 
 According to the data collected from the respondents it shows that the 
ADM always received unqualified audit reports with one or two points of 
emphasis such as:  
 Assets which the ADM is unable to locate assets especially those 
relate to water. 
96 
 Revenue issue relating to water losses which the institution is 
unable to account for. 
 
It can be deduced that people can be monitored sensitized in following of 
policies.  
 
5.6.3 As Amathole District Municipality has won a number of Vuna Awards 
what is the precise performance that led to being regarded as the 
best municipality? 
 
 The respondents are of the view that the precise performance that led the 
ADM to being regarded as the best municipality is inter-alia good systems 
in the institution plans which are implementable.  Ability to account, 
working with others and ability to establish partnerships. 
 
 It can be deduced that institutional systems are being followed which 
result to good performance. 
 
5.7 RESPONSES ON GENERAL COMMENT 
 
The responses on the general comment are presented in the following 
paragraphs: 
 
5.7.1 Any other comment you would like to make regarding the provision 
of water by the ADM? 
 
 The data collected from the respondents contend that the ADM is facing 
biggest challenges in the country as it provides water over such a wide 
area.  It manages more treatment facilities than any other municipality in 
the country.  
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 It can be inferred that the ADM needs to recruit more staff who will deal 
with water provision. 
 
5.8 CONCLUSION 
  
This chapter focused on the presentation and analysis of the data collected.  This 
presentation was based on the findings as per the responses of the Senior 
Management of Engineering Services and some of the Mayoral Committee 
members.  The study used qualitative data.  Coding enabled data to be reduced 
into different themes.  Data was presented in graphs specifically 3-D pie charts 
and interpreted only on Section A which deals with biographical data, the 
researcher thus made use of a technique called graphical analysis for purposes 
of displaying numerical data. The main objective of this was to present data in a 
way that was easy to understand and interpret. 
 
The next chapter provides the summary and concluding remarks for the study 
and recommendations that the ADM may need to consider in performing its 
mandated function pertaining to water provision. 
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CHAPTER FIVE 
5. CONCLUSION AND RECOMMENDATIONS 
 
5.1 INTRODUCTION 
The previous chapter focused on data analysis and interpretation of 
information collected in the study. This was done by distributing self 
administered questionnaires to Senior Management: Engineering Services 
and Mayoral Committee members.  The questionnaires were then 
collected after a week‘s time.  The aim of the study was to probe the 
determinants of effective basic service delivery at Amathole District 
Municipality. 
 
The purpose of this chapter is to summarize the study, draw conclusions 
and to avail final recommendations that could be most crucial to the 
responsible personnel dealing with the rendering of water provision 
services. 
 
5.2 SUMMARY OF THE STUDY  
 
The dissertation consists of five chapters: 
Chapter one dealt with the introduction, background, research problem, 
objectives, purpose and significance of the study. The objectives of the 
study were to determine the determinants of effective basic service 
delivery at the ADM.  The ADM as a District Municipality has a mandate to 
provide legislated basic services within its area of jurisdiction.  Service 
delivery is the core function of Local Government.  Thus it is imperative for 
ADM as a Water Service Authority to render its core functions inter-alia 
water provision. 
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Chapter two provided literature review on basic service delivery and the 
background of the study.  In chapter two the legislative transcripts that 
mandate the provision of basic services were discussed.  Service delivery 
is at the centre of local government.  It is through service delivery that the 
government is able to deliver its duties and responsibilities to the nation. 
Service delivery is the ultimate goal of local government. 
 
Chapter three provided an account of the methodology used in the study. 
The qualitative method was used. The chapter described the sampling 
procedures used to select the respondents and to ensure 
representativeness, dependability and relevance of the data obtained from 
the target group.  Self administered questionnaires were used to collect 
data for analysis.  Confidentiality and informed consent were observed as 
ethical issues amongst others.  
 
Chapter four provided the presentation, interpretation and analysis of data 
collected from the respondents.  Qualitative method was used. The coding 
procedure was used to reduce data into different themes.  The analysis of 
data was done using graphical analysis for the purpose of displaying 
numerical data, this was done to present data in a way that is easy to 
interpret and understand.  
 
The results show that the ADM is experiencing some challenges 
pertaining the provision of its basic services in particular water provision.  
Addressing the challenges experienced will ensure that the ADM remain 
viable and efficient in fulfilling its obligation of providing basic service 
delivery to the community.  Addressing these impediments will ensure that 
they are not hampering determinants of effective basic service delivery. 
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5.3 SUMMARY OF THE RESEARCH FINDINGS 
 
The research findings discussed in the preceding chapter are summarized 
as follows: 
 
 Water services are not being provided satisfactory by the ADM as a 
Water Service Authority due to some hindrances that hamper the 
basic service delivery.  
 
 The existing infrastructure especially the Windmills is not being 
serviced. 
 
 Policy cannot be one size fits all. 
 
 The vast misuse of water, water leaks vandalism and illegal 
connection of infrastructure is common. 
 
 There is no investment in terms of bulk water infrastructure. 
 
 There is still a massive room for improvement of water with regard 
to service backlogs, insufficient funding and inadequate water 
resources as some areas rely on boreholes.  The scarcity of water 
resources leads to change in strategy and focus in building bulk 
water reservoir which prolongs the water provision. 
 
The findings depicted that there is enormous backlog and the funding does 
not tally with the backlog also there is incapacity to spend. 
 
 There is a lack of skills development in particular the technical staff.  
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The incapacity results to service delivery projects and 
infrastructure projects being brought to a halt.  The lack of capacity 
is a huge impact and it impedes service delivery.  South Africa as 
a whole is confronting the shortage of skills in the sector and the 
ADM is not immune from this situation.  It is evident from the 
empirical findings that there is a shortage of skilled personnel 
within the ADM. 
 
 Skill Retention Policy not being implemented. 
 
 Long distances between the communal taps. 
 
The ADM IDP (2012-2017:71), on the literature review portrayed 
that Free Basic Water Services is provided through means of a 
communal stand pipe within 200 meters walking distance from 
households.   
 
On the findings it has been revealed that the inhabitants are 
experiencing challenges when fetching water during rainy days as 
the gravel roads become muddy and makes it impossible to access 
water. The inhabitants are also experiencing the complexity of long 
queues. 
 
 It has been brought to the fore that the ADM is experiencing 
challenges in terms of recovering its costs as a WSP. 
 
 Bureaucratic delay was mentioned to be one of the stumbling block 
in the smooth rendering of basic services 
 
 ADM provides water over such a wide area; it manages more 
treatment facilities than any other municipality in the country.  
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It has also been revealed that much time that is spent on planning 
and resource mobilization prolongs the realization of the set target to 
deliver water to every community hence people are beginning to 
lose patience and not getting sufficient water. 
 
5.4 RECOMMENDATIONS 
 
According to the findings discussed in the previous chapter, significant 
challenges confronting the ADM when rendering its mandated basic services 
have been identified.  The challenges impede the determinants of effective basic 
service delivery at the ADM when playing a vital role of water provision as a 
WSP.  The rendering on these mandates has financial implications continuously. 
 
Reddy, Sing and Moodley, (2003:61) argue that according to Intergovernmental 
Fiscal Review,( 2000:116) the National Government assists municipalities in 
performing constitutional functions by prioritising, transforming, and reporting 
budget formats, budget preparations, implementation, monitoring and reporting 
within the local sphere of government to enable municipalities to meet their 
constitutionally determined developmental role and responsibilities. 
 
Subsequent to the conclusion of multi jurisdiction of Cacadu, Chris Hani, ADM 
and O.R. Tambo District Municipality, a need to rework fiscal funding formula 
especially for provinces as Eastern Cape is essential.  
 
Based upon the findings of the study, the researcher has proposed the following 
recommendations: 
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5.4.1 Recommendations on dilapidated infrastructure 
 
 Without reliable infrastructure the access to water is impossible.  
The ADM should have a special budget that will accommodate the 
issue of dilapidated infrastructure which makes water provision 
unreliable. Municipal Infrastructure Grant (MIG) is a grant that fully 
subsidise the capital costs of providing basic services to poor 
households and funding for municipal infrastructure the researcher 
is recommending that there should be a portion that set aside to 
deal with this predicament. The ADM should on a short term basis 
hire private companies who will assist in maintaining and upgrading 
the old infrastructure and in a long term basis purchase the 
essential equipment. 
 
5.4.2 Recommendations on policy decision 
 
 In terms of making a policy decision there is a need for a 
streamlined policy that is accompanied by strong monitoring 
mechanism, hence the ADM needs to review its policies  
 
5.4.3 Recommendations on water leaks 
 
 Water leaks were put to the fore; they lead to much water waste 
and accumulating exorbitant bill for the municipality.  The 
researcher is of the opinion that other leakages might be caused by 
the contracted companies that produce substandard work. The 
ADM needs to have measures in place to monitor the companies to 
produce sterling work. 
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5.4.4 Recommendations on misuse of water, vandalism of taps and illegal 
connection 
 
 The respondents highlighted enormous misuse of water, vandalism 
of taps and illegal connection the inhabitants are inferred to be 
culprits in this case.  The ADM needs to utilize the same platforms 
for IDP roadshows and other forums to encourage the communities 
to participate on water programmes and educate them about 
municipal gadgets and how to fix the water leaks.  This exercise will 
assist the recipients not to be dependable on the municipal officials 
with regard to their own resources and that will also be a vital aid in 
terms of developing a sense of responsibility that will eliminate the 
illegitimate practices. 
 
5.4.5 Recommendations on the sustainability of basic service delivery 
  
 In order for the ADM to provide sustainable basic service delivery it 
needs to have bulk water infrastructure provision as against bore 
holes.  It also needs to invest on alternatives such as water reuse 
and desalination.  
 
5.4.6 Recommendations on the lack of skills development in particular the 
technical staff 
 
 The technical staff needs to be capacitated hence the ADM‘s Skil ls 
Development Policy needs to be revised to accommodate technical 
staff requirements.  
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5.4.7 Recommendations on the non-implementation of Skill Retention 
Policy 
 
As it has been articulated in the first chapter that the ADM has adopted a 
Remuneration and Retention Policy in an effort to retain skilled staff; it has 
been revealed by the responses that the policy is not being practised. 
 
 The Retention Policy should be implemented by the ADM that will 
convince the technical staff to stay in the public sector not to leave 
for private sector due to lucrative packages. 
 
 The ADM needs to devise means of incentivising its technical staff 
for the work well done and that could assist the municipality to 
cease outsourcing the technical services. 
 
 The incentive in order to motivate staff for a work well done is seen 
as tools that might improve basic service delivery if could be 
administered. 
 
 
5.4.8 Recommendations on backlogs, insufficient funding and inadequate 
water resources 
 
The ADM needs to embark on a proper planning strategy, feasibility 
studies looking at sustainability of the water resources. The planning 
should home in the funding constraints and the high indigent levels due to 
high rural percentage. 
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5.4.9 Recommendations on long distances between communal taps 
 
The ADM needs to influence the change in policy regime to allow yard 
connection to mitigate water loses.  This can also eradicate the threats 
posed by vandalism and illegal connection practices.   
 
5.4.10 Recommendations on the provision of water over a wide area and 
the management of more treatment 
 
The water services provision is a complex task that needs proper planning 
and skilled personnel.  The ADM needs to prioritize the recruitment of 
more staff on water provision section and appointments of employees 
should be based on merit.  By employing suitably qualified people who will 
be able to do their jobs the ADM will be able to execute its mandate and 
ultimately offer efficient services to the community. 
 
5.4.11 Recommendations on the bureaucratic delays 
 
The ADM‗s core function, procedures and systems should be known by all 
its employees through trainings and workshops in order to expedite 
service delivery processes.  The effective service delivery to the citizens is 
inter alia a continuous function, hence training the employees to explicit 
about the processes and improve their performance so as to ultimately 
satisfy the service delivery needs of the municipal residents is essential. 
 
5.4.12 Recommendations on poor cost recovery 
  
The ADM should develop a strategy whereby the communities should be 
deeply involved in every step taken with regard to water provision services 
starting to the planning.  That will assist them to develop a sense of 
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belong which will make them part and parcel of the ADM and comprehend 
precisely what is expected of them.  
 
The meetings between the community and the Council should be 
convened and follow up mechanisms with regard to Council resolutions 
should be put in place. 
 
5.5 CONCLUSION  
 
In conclusion it is argued that if the municipality implements the afore-mentioned 
recommendations, Engineering Services Department will play a significant role in 
rendering effective basic service delivery within its area of jurisdiction. 
 
It was revealed in the literature review that in 1997 the White Paper on 
Transforming Public Service Delivery, known as the ―Batho Pele, White Paper‖ 
was enacted.  It was intended to improve service-delivery principles. 
 
Hence the researcher further recommends that when the ADM is rendering its 
mandated function of providing basic service delivery to the communities should 
be mindful of the following determinants which will assist in rendering the 
effective basic service delivery: 
 
 Community involvement; 
 Adequate funding; 
 Skilling of the employees; 
 Prompt response to the queries;  
 Implementation of ―Batho Pele Principles‖ 
 Strategic Planning and  
 Monitoring of projects; 
 Credible IDP and 
 Efficient utilization of resources. 
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        1 Funnel Place 
        Funnel Heights 
        AMALINDA 
        5247 
 
        20 June 2012 
 
The Municipal Manager 
Amathole District Municipality 
P.O. Box 320 
EAST LONDON 
5200 
 
Dear Sir 
 
REQUEST TO CONDUCT RESEARCH AT AMATHOLE DISTRICT MUNICIPALITY 
 
I am a student registered with the Nelson Mandela Metropolitan University for a Master 
of Arts Degree (MA) (Public Administration) Research.  My treatise topic is as follows: 
 
“DETERMINANTS OF EFFECTIVE BASIC SERVICE DELIVERY AT 
AMATHOLE DISTRICT MUNICIUPALITY”. 
 
I hereby request permission to conduct the research at ADM.  The significance of the 
study inter alia is to propose a solution to address the experienced challenges 
pertaining water provision which will benefit the communities of the Amathole District 
who aspire to higher levels of service. It will also enhance the performance of the ADM 
in terms of implementing basic service delivery. The researcher will ensure that 
respondents‘ privacy is not invaded and that no harm is caused to participants.  
Participants will be informed that the research is voluntary and that they can withdraw at 
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any time.  Consent forms will be issued to the selected participants prior to commencing 
with the interviews.  Furthermore, clear and accurate information about the research will 
be given to participants prior to commencing with the research.  
 
Questionnaires and one-on-one interviews will be used to collect data from the selected 
officials in various departments.  The researcher will also ensure anonymity and 
confidentiality by not identifying the respondents.  Respondents will be assured about 
this before they are interviewed and before they complete questionnaires.  On the 
questionnaire no space will be provided for the name or any other form that identifies a 
person.   
 
The researcher will divulge all the information to participants, i.e. why is the research 
being conducted and the research findings will be made available to the Municipality. 
 
Yours sincerely 
 
 
 
 
Ms N.T. Memani 
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QUESTIONNAIRE:  
SECTION A:  
1. BIOGRAPHICAL DATA 
Please tick with the letter X in the appropriate box 
1.1. Gender  
Male   Female  
 
1.2. Age  
21-29   30-39  40-49  50-59  60+ 
 
1.3. Highest qualifications obtained 
Matric  Diploma  Junior 
degree 
 Honours  Masters  PhD  
 
SECTION B 
1. LEGISLATIVE FRAMEWORK 
1.1 Does Amathole District Municipality have a legislative framework  
regulating the provision of water? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
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1.2. Does the ADM need to take a policy decision on how to respond proactively to the 
need to provide basic water to be used for human consumption as well as water 
for other uses? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
2. PROVISION OF WATER. 
2.1. Is the water provision function included in the strategic objectives of  
the ADM?       
Yes  No  
2.1.1. If yes please specify. 
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………… 
2.1.2. If no please give reasons why not. 
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………… 
2.2. Who has the duty to provide access to water services? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
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………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
2.3. What measurements are in place in terms of providing and monitoring water 
provision for other uses other than human consumption? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
2.4. What does the ADM need to do in order to provide sustainable basic service 
delivery? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………... 
2.5. Are there any meters installed and flow limiting devices where appropriate? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
SECTION C 
1. THE PROVISION OF SERVICES TO THE CITIZENS 
1.1. What are the core functions of the District Municipality? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
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1.2. In your perception are the communities satisfied with the manner in which basic 
services are rendered by the ADM?     
Yes  No  
 
(Please motivate your answer) 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
1.3. Is the Integrated Development Planning (IDP) considered prior to rendering of basic 
services? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
1.4. Does the Integrated Development Planning (IDP) really assist in terms of meeting 
the service delivery? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
1.5. In your opinion does the ADM provide adequate services? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
Yes 
N
o 
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1.6. What should be done to improve the performance of the municipal servants? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
…………………………………………………………………………………  
1.7. What should be done to improve the basic services by the ADM? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
…………………………………………………………………………………………………....... 
SECTION D 
1. FACTORS INFLUENCING EFFECTIVE BASIC SERVICE DELIVERY. 
1.1 Please specify factors influencing effective basic service delivery 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
1.2. Are the communities consulted in regard to their water needs prior to basic service 
delivery?  
Yes  No  
 
1.2.1. If yes, please explain 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
No 
Y
e
s 
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1.2.3. If no, please give reasons why not 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
1.3. Are the methods applied when providing water to the communities effective? 
Yes  No  
1.3.1. If yes, how effective they are?  
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
2. CHALLENGES FACED WHEN PROVIDING WATER. 
2.1. What are the challenges confronted by the ADM when providing water to the 
communities? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
2.2. To what extent have these challenges affected the rendering of basic services to 
the community? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
2.3. How can these challenges be minimized 
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………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
3. PERFORMANCE DISCREPANCY. 
3.1. In your opinion are there any instances of performance discrepancy in this 
       District Municipality?  
Yes  No  
3.1.1. If yes please, explain and specify 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
3.2. What can be done in order to enhance the performance of the ADM when rendering 
basic services? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
3.3. What determined the clean audit at Amathole District Municipality? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
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3.4. As Amathole District Municipality has won a number of Vuna Awards what is the 
precise performance that led to being regarded as the best municipality? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………… 
4. GENERAL COMMENT. 
4.1. Any other comment you would like to make regarding the provision of water by the 
ADM? 
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………… 
Once more, I thank you for your co-operation 
 
 
